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2SUMMARY
The study opens with a "broad introduction as to why it was 
considered necessary to investigate the subject of social skill 
training. During this, some of the contradictions between college 
training and current practices in industry are highlighted.
Attention then moves to a discussion of previous research into 
social skill training in general and then more specifically, that 
which is relevant to the hotel and catering industry. This 
investigation of previous research discusses the differences between 
the social approach and the skills approach to the training.
Discussion then moves to the actual research programme with 
details of the college and students who were involved and how the 
programme was undertaken. The results are then analyzed together 
with details of events that took place during the training programmes, 
Some conclusions are then drawn based on an analysis of the results.
In the Appendix there is a copy of the questionnaire used, 
together with a complete list of results obtained.
The final chapter illustrates an outline of a possible ‘social 
skills training programme which could be used for craft students in 
hotel a,nd catering subjects.
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5INTRODUCTION
The Hotel and Catering Industry when it is in full operation can 
portray a bewildering picture of activity and purpose. However, 
behind all the banging and shouting and movement there is a series 
of interactions in progress, between customer and waiter, waiter 
and chef, chef and chef and so on until a web of complex relationships 
is built up. In this general activity it is not unusual that tensions 
and conflicts can arise, given the additional problems of heat 
and possibly poor or inadequate ventilation.
These images and attitudes, however, do not reveal all
aspects of the industry, particularly the situation regarding the
training of young people who wish to make a career in Hotel and
Catering9 The writer was introduced to the aspect of training
whilst a Lecturer in a Technical College and becoming involved in
the obvious contradictions between the training of young people
for the industiy and the actual conditions that they would face
upon entering the work place. This disparity of teaching and
working has been noticed by the writer in a number of colleges
throughout Southern England. The situation was also mentioned by
Miles Quest in his article "Catering Education - How Long Will
1it Bewilder the Industry".
The difference between what is taught in college and what the 
student experiences in industry would seem to stem from a traditionalist 
approach, based upon the standards which used to be expected at 
luxury hotels, being adopted by the lecturers in charge of food 
service and food preparation. It was, therefore, in these two areas 
that this investigation was directed.
6In the field of Food Preparation and Service one can perceive 
a production orientated emphasis, perhaps because most colleges run 
a public restaurant for training purposes. However, in many colleges 
these restaurants may have lost their original purpose and have 
become showpieces for the college. Their main function may not 
be to train the students, but to provide a venue for the rest 
of the college to entertain visitors and the public in a style 
which is practically unobtainable elsewhere. This pressure on 
Catering Departments from outside to maintain a traditional approach 
to eating and to recover the food cost involved in preparation, 
may mean that there is a reinforcement to resist any change in 
methods of service or preparation of meals. Perhaps the most 
obvious sign of this is in the writing and presentation of menus 
which are still written in Frencho Great care is taken to see that 
accents are correct and that spelling is right. The fact that the 
majority of students and customers do not speak French and do not 
understand the menu is of little consequence. Also the fact that 
the overwhelming majority of menus in use in the industry are in § 
English, also does not appear to worry those involved in teaching 
menu planning and design. Because menus used to be written in 
French in the past, means that they must always be written in French. 
Thus aspects of teaching have become fossilised, ignoring current 
practices in the industry. Also there is the possibility of 
conflict between lecturers and students in the preparation of food, 
due to their differing perceptions of what is acceptable for 
presentation to the customers.
In the general area of food service teaching, the main thrust 
of teaching still seems to concentrate on the motor skills involved 
in carrying a flat or large serving dish and serving with a spoon 
and fork. Anyone who has watched a student struggling with a hot
7flat trying to use b, spoon and foils to serve a customer will 
appreciate the complete unsuitability of these implements. It Is 
not surprising that the student must use all of his powers of 
concentration on the mechanical aspects of serving to the detriment 
of any attempt at social interaction with the customer. In an 
industry where personal service may be the only unique product on 
offer, it is surprising that so much attention is paid to carrying 
trays, balancing flats etc., in curriculum development and so little 
to the development of social relationships with the customers.
This obsession with mechanical skills can blind the student to the 
importance of interaction with the customer.
If one moves from the restaurant to the kitchen it is apparent 
that in the training kitchen very little lias changed. The kitchen 
is still divided up into areas and orders are shouted out in kitchen 
French and replied to in a similar fashion. This is based on the 
traditional partie system whereby the kitchen is divided into 
sections preparing different parts of the meal. The overall impression 
being of stepping back into the past where nothing has changed. The 
aspects of change occurring in the industry, such as cook-chill 
or cook-freeze and the de-skilling of certain tasks seems to. have been 
Ignored. This contrast is even more accutely emphasised when one 
visits Hotelympia and sees modem kitchen technology on display.
This contrast may be explained by the lack of finance in colleges, 
but even where modem equipment has been installed, attitudes still 
seem to remain firmly embedded In the past with the grand kitchen 
mentality overwhelmingly in evidence,
\
This approach being emphasised by the Hotel and Catering Industry
Training Board in.their book "Technical Training Recommendations
2for the Hotel and Catering Industry.” In the section on Food Service
3Task List and Elements of Induction Training it lists no fewer 
than 396 tasks, of which just
823 (5 .95?) relate to Social Skills. In the variable task section it 
lists procedures for serving:
A. 29 Smoked Salmon
A, 30 Caviar
A . 31 Oysters
A, 32 Snails
A ,  33 Pate from a Terrine
A .  3;!- Asparagus
A. 35 Artichokes
A. 38 Kebabs and Brochettes
A. ^8 Filleting round fish, e.g. Truite au Bleu
A. 51 Shelling Lobster
A. 60 Using grape scissors to serve grapes
A. 65 Dressing fresh sliced fruit or fruit salad with
liqueur
In the lamp work and carving tasks, the following are listed:-
H. ?J\ Carving leg of lamb
H.25 Carving loins of lamb
H. 26 Carving best ends of lamb
H. 2? Carving crown of lamb
H. 28 Carving saddle of lamb
H. 29 Carving shoulder of lamb
H. 32 Carving Chateaubriand
In the 23 tasks relating to social skills, the following appear: 
J. 3 Handling coats and wraps
J. 8 Lighting cigarettes
J, 11 Taking table reservations
9J. 13 Selling the establishment's services
J. 22 Working harmoniously with colleagues
J. 23 Dealing with accidents to customers and staff.
On reading this list of tasks the impression is gained of a 
Victorian servant manual where oysters, caviar and Chateaubriand 
are common and social skills consist of taking care of hats and coats 
and lighting cigarettes.
Having examined one of the publications from the Hotel and
Catering Industry Training Board it would be of value to know how
Social Skills are taught in colleges. During the preparatory work
for the thesis it became clear that Social Skill teaching meant
different things to different colleges and that the methods used to
teach Social Skills varied from college to college and were based
primarily 011 the attitudes and approach of the lecturers concerned
with food service. From personal observations in several colleges
the subject seems to be ignored and in others it consists of no
more than the most cursory attention to points such as persona].
hygiene and dress, This approach may stem from the wide use of the
h ,Fuller and Currie text book called "The Waiter", in which great
emphasis is placed on bodily cleanliness, diet, hair styles, feet
and posture. Speech is also mentioned as requiring to be respectful
and clear, low in pitch and somewhat formal. The waiter is told
that, "Although he does not have to converse with customers, he
should acquire a sound knowledge of good English, for the customers
always 15-ke to hear a well-modulated, pleasing voice, with Well­
'Sexpressed answers to any questions they may ask".
In other colleges the approach seems to be to spend a five 
minute period at the end of service criticizing and ridiculing the
guests# In an area as important as customer contact is is surprising 
that so little attention is paid to teaching Social Skills.
Also it has been noted that although some teachers in colleges 
do attempt to improve Social Skills in their students, the approach 
is often badly structured and in some instances cases have occurred 
during which it was felt, by the writer,that the member of staff who 
was teachings was obstructed by other members of staff who felt that 
their traditional methods were threatened by a new approach.
In order to appreciate some of the problems facing colleges in 
the field of social skill teaching it is necessary to review the 
manner in which colleges select their students® In most cases 
colleges are faced with financial constraints and their allocation 
of funds is largely based on their student intake. In the educational 
establishments studied the writer was unable to find any systematic 
method of selection based on Social Skills of the students and 
one gains the impression that there is great pressure on catering 
departments to accept any student who remotely possessed the ability 
to finish the course. Lecturers have stated that even this 
capability is overlooked and any student, whatever their capabilities 
is enrolled simply to increase student numbers. There appeared to 
be no account taken of the student*s personality, dress, language 
ability or qualifications.
Consequently the teachers are faced with a group of students 
possessing vastly differing educational and social backgrounds.
This situation is different from that used in France where a large 
part of the catering syllabus is taken up with non-technical subjects 
which some teachers feel excludes able but non-academic children 
from craft and technician courses,^
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However, it can be appreciated that in the U.K. the teacher 
is faced with pressure to maintain discipline and to try and motivate 
those students who are not really interested in the course. 
Consequently emphasis may be placed on learning motor skills in an 
atmosphere of strict control which may allow little scope for the 
student to develop social relationships with each other or with 
the customers they may come into contact with.
This approach is reinforced by the fact that once the students
are enrolled on the course little effort appears to be made to keep
them on the course to completion, no records being kept of reasons
for student drop-out. There appears to be an element of self-
selection in operation, if the student is motivated they will stay,
if not they will leave, little effort appearing to be made to
counsel or assist the student. It may be that with Social Skill
training early in the college course the problem of drop-out may
be alleviated. However, if one leaves the situation in colleges and 
#turns to the problems faced in the industry, one is faced with a 
similar situation.
The Hotel and Catering Industry is characterised in the 
importance that is placed on the ability of its staff to interact 
effectively with members of the public. For a majority of their 
working hours restaurant staff and front of house staff are face 
to face with a wide range of the general public. Quite intricate 
mechanical skills have to be performed under the intense gaze of 
the customer, problems of varying degrees of complexity have to be 
solved at the instant they occur, not mulled over in private and 
a balanced, reasoned decision reached. As William Whyte stated 
"The restaurant worker has two bosses - his supervisor and the 
customer"•
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This pressure of two bosses, coupled with the problem of peak 
demand for service centred on meal times, can lead to a build up of 
stress within the staff. This stress can then release itself in an 
explosion of emotions usually between the serving staff and kitchen 
staff, but occasionally between serving staff and customers. It is 
when this latter event occurs that the most obvious signs of a, break­
down in interaction occur, as well as causing discomfort to other 
guests, it can upset the remaining staff and throw the smooth running 
of the establishment out of gear. However, the main problem would 
not appear to be the unusual outburst in an interaction situation but 
the build up of defence mechanisms within the staff which manifest 
themselves in that peculiar mixture of servility and contempts which 
many staff display when serving their customers. This attitude can 
manifest itself in many ways and the restoration of a calmer attitude 
is obviously a major task of any supervisor or manager.
Since overwrought waitresses alienate customers and throw 
disruptive pressures on other groups of employees, we can say that 
the maintaining or restoring the emotional equilibrium of the 
waitresses is the most important job that can be performed by the 
Dining Room Supervisor. The importance of this task is emphasised in 
The Hotel and Catering EDC Report on staff turnover 1969*
When the waitress is under pressure from customers Wayte has 
identified five ways of acting:
(1) Tell the customer off;
(2) Yell at bartenders, cooks, service-pantry people or other 
waitresses: \
(3) Breakdown and cry, get the "shakes" or other nervous reaction;
(4) Develop better control over the customer;
(5) Blow off steam to the supervisor.
If reactions 1, 2 3  or 5 occur then there is likely to be a negative 
overspill into other areas of staff-cusiomer interaction. However, 
reaction k is of a positive nature and is an area of interaction 
skill which must be developed if there is to be a reduction of 
conflict in the working environment.
The customer must be controlled by the member of staff without
being aware of this fact. It is imperative that the staff member
sieses the initiative and sets the pattern of the interaction by
the things they do and say. Three possible sets of relationships
can arise, when the waiter/waitress takes the initiative, when the
customer does or when there is uncertainty as to who has the
initiative. It is in this third area that problems can arise.
As Whyte says "The skilled waitress tackles the customers with
confidence and without hesitation. The relationship is handled
politely but firmly, and there is never any question as to who is in
charge, Most customers react favourably to this approach. It
appears to give them a feeling of security when the waitress moves
9right in and shows that she knows how to handle her work."
In order to achieve this control it is necessary for a waiter/ 
waitress/receptionist to be highly skilled in all aspects of- social 
interaction. They must be able to receive a whole range of verbal 
and non-verbal cues which the guest may display. As Goffman states, 
"Although an individual can stop talking, he cannot stop communicating 
through body idiom, he must say either the right thing or the wrong 
thing. He cannot say nothing."*^ The cues must be interpreted
and an appropriate reaction given as mentioned by Rackham and Morgan,
\
"A pex'son must be able to "produce" the appropriate behaviours 
at will. To do this he must have a wide repertoire of
‘available* behaviours and be flexible in his use of behaviour."
13
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The ability to; produce the right response at the appropriate time 
lies at the heart of Social Skill Training, but in order to react 
correctly to a given situation the hotel or restaurant worker must 
have a sufficient repertoire of experience and knowledge.
As Bowen states, "Of any situationally offensive act and of any
offender the following questions can be asked, taking the point of view
of the others present : Does the actor have the capacity and training
to appreciate the meaning of his offence, and if so, does he in fact
appreciate its meaning? Is the act within the physical control of
the actor, and if so, would he be willing to change his conduct if
he were apprised of its meaning and given the opportunity to do so?
Does the actor have extenuating reasons, external to the participants
12in the situation, for committing the offence?"
The key question is how and when and where this repertoire is 
built up, and of more central importance to the industry whether 
sufficient new entrants to the industry possess the basic knowledge 
needed to interact effectively. The traditional way has been for learning 
to take place"on the job". However given the short time usually 
allowed for training the appropriateness of this method is open to 
doubt. Also the effectiveness of the training will depend on the degree 
of management commitment, and involvement in the training programmes. 
Management may well have conflicting objectives in wanting better 
trained staff but not wanting them to be absent from the workplace 
for too long.
It was in order to obtain data, on new entrants to the industry
Athat this project was undertaken. Several surveys have been undertaken 
by the H.G.I.T.B. and Luncheon Vouchers which show where new entrants
to the industry obtain jobs, how long they stay etc., but no work appears 
to have been carried out into the attitudes and social abilities 
of school leavers who intend to make a career in some aspect of 
the Hotel and Catering Industry.
Therefore when this project was commenced three main areas of 
interest arose, first to ascertain details of new entrants to full­
time craft courses at a further education college. Second to develop 
a course or courses of Social Skill Training which would be suitable 
for these students and third to evaluate the results of the training 
with a view to refining the training methods for more general useage.
Within the time available and resources of the researcher, the 
investigation was confined to a small number. Consequently the 
limited nature prevents any wide generalisations to be made. Nevcrtheles 
sufficient indication is given for a validity of adopting a particular 
approach. As a result of the study, a suggestion is made for further 
lines of research.
During the period of this research it has become clear that the 
term Social Skill is not peculiar to the Hotel and Catering Industry.
In fact it is widely used in the field of psychiatric medicine as a 
means of treatment for various types of mental illness.
It is also loosely used to mean nothing more than being clean 
and tidy. However, as a general term meaning the level of competence 
in dealing with other people, it is a good general term and will be 
accepted for this study.
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PREVIOUS RESEARCH
During the past few years there has been an increasing amount 
of research carried out into the whole field of Social Skill Training.
In general this research can be divided into two main headings : 
the Social Approach and the Skills Approach.
In dealing with the Social Approach emphasis has been laid by 
authors such as Rackhamp Berne and McGregor, upon the relationships 
involved in any interaction situation. By using a Social Approach the 
objective is to make changes in the perspective of the participant in 
the programme. Emphasis is laid upon looking at group interaction 
rather than upon the behaviour of an individual. Learning is derived 
from what is actually experienced by an individual in their 
relationships with other people in the group. In essence the idea is 
for the participants to develop an insight about themselves by analysing 
their behaviour and its effects on others. Also the participant should 
be able to understand the relationships established with others and the 
impact they make on groups or organisations*
The overriding aim must be to expand the participants consciousness 
and self-awareness in order that they are aware of the choices that 
may be available to them. It should increase- sensitivity to the 
thoughts and feelings of others and sharpen diagnostic skills which 
are relevant in interaction between people.
Much has been written ox the human potential movement, much 
of it badly informed and shrouded in myth and misconception. However, 
it must be stated that within the movement there are bright and 
informed idealists who are achieving results.
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In the skill approach one is denoting a sequence of behavioural 
responses to a given situation a,nd the emphasis is placed upon 
the individual wherein the response originates. The advocates 
of a Skill Approach say that it can be thought of as another motor 
skill that can be learnt and practised. If certain cues or signals 
are received then a certain response or responses can be given in 
return,, Therefore behaviour can be analysed into skills which 
can be synthesised and practised in various role playing exercises.
3This type of approach was illustrated by Trower et al' when 
proposing a motor skill model:
^  -
; Motivation
Goal
L_____________
Perception
Translation
J,Motor Response
Feedback Loop
Changes in 
Outside World
. In order to Illustrate the direction that research has taken 
into the field of Social Skill Training relevant to the Hotel and 
Catering Industry, several key studies have been chosen of major 
interest to the Industry.
The seminal work for research within the Hotel and Catering
2Industry was that of Whyte (19^ *8) who stated the need to examine 
the social organisation within a catering establishment. His work 
pinpointed areas of stress and how friction could arise if these 
stresses were not remedied. However Whyte assumed that all conflict 
could be planned out of the system.
\
In stressing this point of eliminating conflict, he appears 
to overlook some of the positive aspects of a conflict situation,
^herein waitresses or-ether staff can find that bickering amongst 
themselves can work off thq tensions found in their work situation.
v Whyte also drew attention to the problems of status within 
the industry and in particular the status of restaurant workers 
within society in general. This problem of status is one that will 
be examined later but according to Corcoran and Johnson''* one quarter 
of unfavourable assessments were related to parents* fears that low 
status and moral dangers attached to catering jobs for their children',.
Whyte emphasized the question of social status within society 
because of its relevance to the customers who frequent a restaurant 
"The sort of behaviour that is expected of a waitress will vary with 
the social status of the customers they serve."
This changing of behaviour patterns in the waitress is of crucial
t
importance in the successful completion of an interaction between
the guest and members of staff and it involves the member of staff being
able to produce a different set of behaviour patterns to meet changing
5circumstances. As Coffman states, "An act can of course, be proper 
or improper only according to the judgement of a specific social 
group and even within the confines of the smallest and warmest of 
groups there is likely to be some dissensus and doubt".
/*n
Whyte considered that the problem of tipping contributed to 
difficulties in relationships within the industry. He felt that 
"High status people do not receive tips for their services and tipping 
therefore tends to lower the status of the recipient". He also
2 0
quotes interviews with waiters with regard to tipping, "You can't 
he a man when you are a waiter - that's right you aren't a man.
You are just a servant. You can’t talk back to people. Everything 
you have to take ,,. You have to put off being a human being while 
you are at work," and also, "This tipping business Is a great evil.
You know, waiters have inferiority complexes. They are afraid to 
tell people they are a waiter ... it is the tipping system that is 
the evil. That's the really degrading part of i't. I wish we could 
get away from it entirely",
7These statements would seem to be supported by Farell who states: 
"Food servers come to their jobs to satisfy their needs for achieving 
self-identity and for group and self-approval earned by meeting the 
standards set by their role conception. It is not surprising that 
the role they conceive is somewhat exaggerated. People on this rung 
of the socio-economic ladder arc intensely sensitive to threats to 
their self-image and their self-respect because they have so little 
else with which to secure themselves. Except for some with very strong 
personalities, these people feel themselves to be (and in fact are) 
vepy much at the mercy of whatever social and economic winds are 
blowing at the moment, Few have the necessary foundations for personal 
economic and social stability which permits them to weather even temporary 
storms. In adverse conditions they are reduced to providing for the 
most rudimentary needs for food and shelter, Consequently they are 
most defensive about their precarious and hardly-won identity."
g
However Nailon concludes that there is at present insufficient 
evidence on which to draw firm conclusions regarding the desireability 
or otherwise of tipping within the industry.
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In 1969 the Hotel and Catering Industry Training Board and the
Department of Employment commissioned an Investigation into Social
Skill Training in the Hotel and Catering Industry, by the University
9of Southampton. The results of this survey were published in 1972.
In this survey Cooper and Oddie selected a motorway service area 
as the site of their research. Two groups were selected to undergo 
different training programmes (skills or social) and a third group was 
used as a control group. Measurement was taken, before and after 
the training programmes, of the trainees' perception of their 
attitudes, behaviour and work roles. The work associates perception 
of the trainees behaviour. The customers' perception of service in 
sites where the staff had been trained, the labour turnover among 
trainees and the plans the trainees had to transfer their learning to 
their work places.
Of the two training groups, one was exposed to a programme of 
teaching skills and techniques for use in inter-personal situations, 
the second group used a social approach of the T--group technique.
The conclusions reached seemed to indicate that both types of 
programme had something to offer to the participants, the customers 
and the company.
The participants on the skills programme showed a gain in 
confidence, a greater understanding of and sympathy with people in 
general and an enhanced ability to 'sell themselves'.
Those participants on the 'social' programme experienced an 
increase in trust, tolerance and understanding of people and a general
22
increase in perception of others.
Both groups of participants expressed a feeling that they had 
enjoyed the experience, that they had found the courses helpful and 
that they would modify their behaviour accordingly.
However the researchers felt that it was not possible to choose 
between one programme in preference to another.
However, several points can be made regarding the whole project, 
first and perhaps most important was that no information was available 
regarding the background of the participants to the programmes, all 
that Is known is their sex and mean age. We know nothing of their 
backgrounds, education, job history.
Second, there is the question of the sites chosen. As the 
authors make clear, motorway service areas are not typical of the 
vast majority of catering outlets, they are usually miles from any 
towns, open 24 hours a day, and the staff have to be transported 
there and back. The customers served tend to be people who are 
travelling with a purpose in mind; holidaymakers en route, 
commercial travellers, lorry drivers and such. They are not people- 
out cn social occasions of any kind, therefore the meal experience 
is different from other catering establishments, the "atmosphere" 
is one of stark, functional efficiency.
Third, it is open to question as to the motives of those 
participating in the survey. In view of the conditions and type 
of work involved in a motorway service area, it may be that the 
participants entered into the project simply to obtain a break from 
the monotony of the work situation. This may of course be relevant 
to any training situation.
23
If we look outside the Hotel and Catering Industry we find the 
amount of research that has been conducted into the area of Social 
Skill Training is extensive.
One study undertaken into the field of behaviour analysis is of
10particular interest, It was carried out by Rackham and Morgan 
and describes the development and approach of behaviour analysis and 
its uses as part of a training course in what was then BOAC,
The study has particular reference to the Hotel and Catering 
Industry, in that airline staff and hotel and catering staff both 
have face to face contact with customers, both are in industries that 
can induce stress in the customers and staff and both are subject to 
peak periods of business when staff are subjected to extra pressure.
The method of transactional analysis (TA) was used with groups 
interacting with each other and with other groups in a variety of 
different settings. It involved the analysis of the interaction as
t
to whether a member of the group was blocking or helping the interaction. 
Also investigated was the ability of the airline staff to pick-up 
non-verbal signals of airline passengers who were in a state of stress 
and thus were likely to be difficult to handle.
The results of the survey were
(1) Immediacy of feedback increases the speed of learning;
(2) Successful change.is a gradual process of series of small steps.
Any expectations about making big changes in a short time are 
un-realistic and may be dangerous.
(3) In any two-way interaction the behaviour of one party can only 
be judged in the context of the other.
(if) For some trainees, the changes brought about by the training will 
be consistent with their "back-home" environments and will be reinforced 
when they return to their jobs. For others, the changes may well Tie 
unacceptable to their managers and colleagues, and will either put 
the trainees in conflict with their environments or cause them to 
reject their learnings as wasted effort.
It is this last result which is of importance as it illustrates 
the importance of looking at training as a whole, it is not something 
that is carried out in a vacuum. The trainee is bringing with him 
a whole range of previous experiences and attitudes and will be 
bombarded with various experiences whilst undergoing the training 
process from peer groups, family, etc.
Although Rackham and Morgan again have no information available 
as to the backgrounds of their trainees, they do recognize that this 
background can have a profound outcome on the results of the training 
process. They also caution that reading about behaviour analysis 
will not teach you how to use the technique any more than reading 
a hook will teach you to drive a car.
Attention was also drawn to the problem of the interaction 
of the'trainer’with the group. This manifested itself in the fact 
that when giving 'feedback', which is essential for acquiring and 
developing any kind of skill, the trainer tended to describe not what 
actually happened but what he thought happened. Also the almost 
irresistible temptation for the trainer to put himself in the other 
persons' shoes and to say what he would have done in his p3.ace»
The suggestion was made that the trainers should be muzzled
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completely during the course and having them only use the data they
collected as the basis for feedback to course members. This of course
ignores the problem of the non-verbal communication of the trainer,
11This problem was summed up by Abercrombie when he said "We speak 
with our vocal organs but we converse with our whole body",
However the importance of background to this success of social
skill training was identified in a recent study of the results of
Social Skill Training for mental patients reported by T’rower, Bryant 
17and Argyle.
Although the authors are concerned with the training of patients 
who are mentally ill, their results have important implications for 
anyone concerned with this problem of Social Skill Training in a work 
or college situation.
"Studies of social learning suggest that social skills are 
acquired from childhood onwards, partly through imitation of others,
9
including parents, siblings and peers; partly through reinforcement - 
i.e. encouragement or discouragement on the part of parents and others; 
partly through opportunity to observe and practice behaviour in a 
range of situations, partly through the development .of cognitive 
abilities, and partly through Annate potential,"
"It is probable that socially unskilled parents will be less 
accurate in their perceptions of what is appropriate and therefore 
less likely to instigate and reinforce skilled responses In their 
children,"
The importance of Social Skill Training in childhood is thus 
stressed particularly in dealing with psychiatric patients. It is
also mentioned in other surveys particularly with reference to verbal 
dexterity, social interaction and control of aggression. Although much 
work has been carried out in these areas, three studies are worth 
mentioning in order to illustrate their importance.
13Firstly on the question of verbal dexterity, Bernstein maintains
(a) the social structure of society (or class system) determines
(b) the nature of social relations between people which (c) give 
rise to different linguistic codes. He states that there are two 
main forms of language, a public one or restricted code and a formal 
language or elaborated code. Lower working class people tend to use 
the restricted code to maintain rapport and solidarity whereas the 
middle class use the elaborated code for the expression of individual 
differences and long term goals.
14With regard to the question of social interaction, Smith" 
stresses the importance of childhood influences in the building up 
of Machiavellian strategies for use in later life. He states "The 
guidance then is sparse, we know very little about how adult social 
skills are acquired. Speculating, one suspects that young children 
are encouraged in altruistic behaviours, whereas the later pressures 
of life in school place a higher value on Machiavellian.strategies".
A
i 5Argyle also draws attention to the differences in the class - 
of parents with regard to the control of aggression amongst their 
children, "Working class children learn to use physical aggression 
towards those they dislike, while middle-class children learn to 
restrain it".
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THE RESEARCH PROJECT 
OUTLINE OF RESEARCH DESIGN
As has been noted there were in existence a number of interesting 
training programmes and research undertakings. However, none of 
them seemed to take account of the background of the trainees 
concerned. It was to attempt to investigate if the background 
of trainees had any significance that the following project was 
undertaken and also to draw some conclusions about the desireability 
or otherwise of giving social skill training in some form to craft 
students in technical or further education colleges as part of their 
general hotel and catering courses.
The College chosen was a West Country college, one of the first 
tertiary colleges to be established in the U.K. and situated in a 
thriving cathedral city in one of the leading tourist areas. The 
college authorities gave full support to the project although 
stressing that this support was not to include any financial backing.
The college is divided into a traditional departmental structure, 
The selected Department is grade IV and has a full-time intake of 
approximately 140 students into courses covering general catering, 
chefs- OND, Home Economics, Hotel Receptionists and Hairdressing.
For the purpose of this project the General Catering and Chefs 
Courses were chosen, because of their craft nature, the availability 
of time for participation in the project and the co-operation of the 
course supervisors.
The Department's facilities consist of two public restaurants, 
three kitchens, bakery, science laboratory, demonstration room and 
classrooms, use was also made cf audio-visual facilities available 
from the central college resources.
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The Department serves a large catchment area covering the city, 
seaside resorts and rural areas. Most of the feeder schools are 
comprehensives and entry to the courses was by interview with the 
Head of Department, coupled with a report from the school of the 
applicant. In general there was open access to the courses concerned, 
limited only by the number of places available.
The students on the courses, with few exceptions, were straight 
from school and 16 to 17 years of age. All students were asked if 
they wished to participate in the project and all agreed.
Two types of training were used, the training objective of each 
being the same. Type one was the Social Approach and was based on 
a combination of encounter groups and T-groups. The purpose being 
to develop the personal growth of the individuals taking part.
The second programme was based on a skills approach aimed 
at developing the students’ individual skill in interpersonal 
behaviour, including the important aspects of non-verbal communication.
Both programmes will be described in more detail later, together 
with alterations which were found to be necessary.
In order to assess the results of the training programmes It 
was decided to assess the groups when they arrived at college from 
school and then to re-assess at the end of the programmes. The 
results could then be assessed against each other and also against 
the data obtained from control groups which had attended college, 
following the same courses, but not having participated in any 
programme of social skill training. \
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Evaluatlo n 1 nstrume nt s
In order to obtain the information required it was decided to 
devise a questionnaire which would he answered by all participants 
in the programmes and also by the control groups.. In view of the 
constraints and the educational level of those being interviewed 
it was decided to keep the questionnaire simple, requiring in most 
cases only a tick or cross for an answer. By the use of this method 
it also ensured confidentiality for the* participants., because no names 
ox* other method of recognition of the participant were used. This 
was to ensure that the questionnaires would be answered without 
the worry that the trainee could be recognized by any other member 
of the group or by a member of staff.
As the main aim of a questionnaire is to impose some standardization 
of response in order that the results can be analyzed, it is group 
results that are of interest, not individual results. Therefore 
the non-identification of individual responses is not of importance,
The questionnaire was constructed to elicit certain information 
about students about to embark on a career in the Hotel and Catering 
Industry. Some of this information was of a factual nature i.e. 
sex, age, qualifications but also it was important to assess how the 
trainees saw themselves and others and what their attitudes and goals 
were. Also in the context of devising a suitable social skill 
training programme for them, it was necessary to ascertain details 
of their family backgrounds with regard to socio-economic groupings 
and family size.
\
The two groups that were to participate in the programmes were 
tested, without warning, on the third day of their attendance at college.
This was before they had time to interact as a group or pick up any 
prejudices or attitudes from members of staff or older students.
I,t was clear from interviewing students that their prior experience 
of working in the industry was very limited.
At the end of the academic year the groups were re-tested, 
again without warning, to avoid the possibility of group discussion.
The control groups were tested at the end of their first year 
at college, again the testing was carried out without prior notification.
All the testing was carried out in a normal classroom situation 
to avoid the possibility of it being confused with an examination 
of any kind. The Groups were assembled in the classroom and seated 
at individual desks. The questionnaire was then explained to them, 
by the same person each time, and they were asked to complete it*
It was stressed that the exercl.se was voluntary and that if there 
were any questions which they did not wish to answer, these should 
be omitted. There m s  no time limit set and the students could 
proceed at their own pace.
It was also stressed that their names should not be put on the 
questionnaire and that no attempt would be made to identify any 
individual reply. The participants were also advised that the. 
replies would not be shown to any other group or to any other member 
of staff.
All of these measures were considered necessary to avoid any 
hint of pressure being applied to the students which could have . 
influenced their replies.
Construction of Questionnaire
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The questionnaire was divided into two main parts. The first
was to obtain data regarding the student and his family, education 
and aspirations0 The second part was to assess his attitudes both 
regarding himself and the industry in general and also to try and 
assess his skill in non-verbal decoding. In both parts the over­
riding aim was to keep the questions easily understandable so that 
they could be answered by students who might have been low on 
verbal ability. The questionnaire used is in the appendix.
(1) It was considered essential to know the sex and age of the students 
participating in the exercise. Firstly the sex of a person can 
affect the outcome of any interaction situation and secondly the older
a person is the more their experiences will obviously have broadened 
and this may have an effect on their attitudes.
(2). (3) The number and spread of exams passed will give an indication 
of the academic ability of the students and also in which areas of 
study they are competent.
(k) The size of the family may have an influence on socialization 
#
of an individual also the position within the family.
(5) In Britain, most research has used the concept of occupation 
as the most important criterion of social class, indeed for the 
purpose of this investigation it is intended to group students into 
social class on the basis of their parents' occupation. This gives 
a general purpose tool with which to classify students and would
follow generally accepted British social research methods.
*
However the concept of 'class’ may require some discussion.
Monk (1970) states: "Social class is a concept readily understood
by the average man, but it is relatively difficult to define ...
In recognising that social class is not a simple factor, but an
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amalgam of factors that operate in different ways in different 
circumstances, such a person has arrived at the same view as the 
professional sociologist".
Social class is only one form of sociad. stratification, age and 
sex are two other forms of stratification, people of different ages 
or different sex hold differing views of the world, give and expect 
different treatment and so on. However, social class is a much more 
elusive concept than age and sex. '
Using occupation as a means of defining social class has several 
advantages, firstly different occupations are differently rewarded 
and income is obviously an important determinant of life style.
Secondly following an occupation takes up a great deal of time and 
involves the person in interactions with particular groups of people. 
Thirdly, in general, people with similar incomes are likely to be 
residentially segregated in some my.
In general conversation the question of "What job do you do?" 
is one of the most frequently asked, because on the answer to this 
question a whole series of assumptions can be made. Of course surprises 
or mistakes do occur but in genera], the average person can build up 
a general picture of someone on the basis of his or her occupation.
As Berger (1963) said "Different classes in our society not only 
live differently quantitatively, they live in different styles 
qualitatively. A sociologist worth his salt ,,, can make a long list 
of predictions about the individual in question even if no further
information has been given. Like all sociological predictions these
\
will be statistical in character. That is, they will be probability 
statements and will have a margin of error ... . The sociologist will
be able to make intelligent guesses about the part ox town in which 
the individual lives, as well as about the size and style of his 
house ,,, . To give a. general description of the interior decorating 
of the house and make a guess about the types of pictures on the wall 
and books or magazines likely to be found on the shelves of the living 
room .... To guess what kind of music the individual in question 
likes to listen to ... . Predict which voluntary associations the 
individual has joined and where he has his church membership ... , 
Estimate the individuals vocabulary, lay down some rough rules for his 
syntax and other uses of language ... . Guess the individual* s 
political affiliation and his views on a number of public issues ... . 
Predict the number of children sired by his subject .... To make 
some statements about the likelihood that his subject will come down 
with a number of diseases, physical as well as mental ... . Finally, 
if the sociologist should decide to verify all these guesses and ask 
the individual in question for an interview, he can estimate the chance 
that 'the interview will be refused.
(6) (?) These are reinforcement questions for number 5 indicate 
how many students are resident at home with parents and thus still 
subject to parental control and influence. If they are still living 
wrth their parents, it will also give an Indication of the type of 
housing which is occupied.
(8) In order to try and assess the students’ motivation it is 
important to know some of the reasons why they have chosen to embark 
on a career in the Hotel and Catering Industry.
(9) This question follows on from 8 and tries to establish which 
areas of the industry hold the most attractions.
(10) This is a general question to ascertain student leisure time 
activities thus enabling a clearer profile of the students group obtained.
(11) In general, previous research has shown that the public has 
little difficulty in assessing social classification by occupation
and the ease and similarity is marked in surveys. The point of inserting 
this question is to evaluate how students perceive social differentiations 
and gradations and how they will rate their own future occupations,
(12) An attitude scale is a most convenient method of assessing a 
large number of individuals attitudes and the type of test used forces 
the student into making a decision. Attitude scale tests in general 
show a high validity when measured against actual behaviour.
(13) In order to try and motivate students and modify their behaviour 
it is essential to know which qualities they admire in others,
(iA) order to receive and act on non-verbal signals the student
has to be able to pick-up the signals given out by others, interpret
them and then act on them. Perhaps modifying his own behaviour 
accordingly. This is obviously vital in a restaurant or reception 
area where non-verbal signals may or may not be accompanied by a 
verbal message. This ability lies at the heart of effective interaction 
and the purpose of this question is to assess how good students are at
l
interpreting fairly standard gestures. The limitation of this section 
was its use of a written method of expressing a dynamic gesture* It
was also affected by the poor verbal ability of some of the students
involved.
(15) This question is linked with 13 and tries to assess how the 
student perceives himself.
35
36
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2 Berger, P, L, : Invitations to Sociology, New York : Doubleday,
1966, p. 234.
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DISCUSSION OF RESULTS
The aim of the study was to assess the students entering 
on craft courses for the hotel and catering industry with the 
object of devising a course in Social Skill Training which was 
suitable for them. By obtaining details of their home background 
and educational achievements, it was hoped to show that Social 
Skill Training is a perfectly viable exercise to be undertaken in 
colleges.
Whatever the results achieved, the point must be made that the 
overwhelming majority of students who participated in the programmes 
said that they were of value to them. They were strong in their 
support of the programmes and felt that they should continue as 
they were sure that they had a valuable part to play in the field 
of catering education.
Although not paid, of the survey certain parts of the training 
programmes were applied to Diploma students in the Department with 
dramatic results in improvement in group cohesiveness and effectiveness.
As can be seen from the tables of results (i) all the participants 
and the control groups were in the age range of 16 - 18, but_ the 
catering groups were overwhelmingly females This fact is most 
evident in the catering group which participated in the exercise 
where there were 22 girls and 3 boys. This excess of girls is 
fairly representative of the intake into the catering groups in 
this college. In the participating chefs group however females
were a large proportion with 11 males and 7 females. Although this
\fact was to cause certain problems as the course developed.
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With regard to level of qualifications (ii) the most noticeable 
fact was the small number of 'O' levels held by both groups of chefs; 
the control group had only 1 ‘0* level between them. In contrast, it is 
noticeable that half of the participating group had 1 or more '0* 
levels.
The lack of ’O' levels in the chefs groups had nothing to do 
with entry qualifications to the various courses, as both were open 
entry, subject to interview. It would appear that students with poor 
’O’ level prospects are attracted to the chefs course which, by 
its name appears more practical biased, although on both courses 
there is work of an academic nature.
With C,ScEc results the catering groups are stronger in exam 
passes. All groups give English and Maths as the most common passes, 
although the standard in these subjects was poor, especially in verbal 
ability and simple calculations. As was observed during the course, it 
was found that the students entering onto the courses were generally 
low on academic ability and this was to influence the subsequent 
training programmes.
(iii) the students in the chefs course tended to come from 
larger families, the average number of children per family being 3-7 
per family and in the control group 3 Whereas in the catering groups 
the participating groups had 3»1 children per family and the control 
group 3*2 This compares with a national average of 1,9 children in 
a family. (Office of Population Censuses and Surveys Population 
Census 1971? General Household Survey 1978),
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No satisfactory explanation could be arrived at, as to why all 
groups came from larger than average family sizes, but speculating 
one can surmise that given the preponderance of females, they may 
have been involved in cooking for their families and a career in 
catering seemed a logical progression® With regard to the boys a 
similar effect may occur. On questioning the chef lectures at the 
college again it was apparent that most came from larger than average 
families, as far as is known no national statistics are available 
regarding this point.
Although much research has been conducted into the effects of
ordinal position in the family i.e. whether you are first born,
second etc., there is little clear evidence to support the notion
that order of birth on its own is related specifically to adult
1personality or behaviour.
(iv) Percentage of economically active and retired
(v) ' persons, males and females in each social class (Great Britain) 
devised from table 30, census 1971 economic activity (10% ssmrple)
1975 part A).
Social Glass (R.C. 70)
National
South West 
Region
Participating 
Chefs Group
Control Chefs 
Group
Participating 
Caterers Group
Control 
Caterers Group
1 I I I I I  ( s .N .M .) I I I  (S .M ,) IY Y ALL-
It- 18 21 28 21 8 100
5 22 12 35 18 8 100
6 4 4 10 17 1? 6 100
25 25 bz 8 - 100
itT Zh 16 28 16 12 100
- 38 24 26 9 3 ioo
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The participating chefs group and the control caterers group showed 
a high percentage of familye in social class II compared with the 
average for the South West region. The other groups conforming much 
more closely to the regional average. This concentration in social 
class II may be due to the relatively high number of farmers’ children, 
particularly daughters, who are attracted to catering courses at 
this college. Farmhouse catering being a growing area of catering in 
this region.
When considering the reasons given for entering the industry
(vi) it is apparent that all groups look forward to the prospect 
of travel. It is within the first three reasons mentioned by all 
groups, indeed the control group of chefs make it their most important 
reason and it is the second reason given, by the contro"' group of 
caterers. Even the groups that have just left school can see that 
entry into the industry may enable them to travel. This factor may 
be a reason why the Hotel and Catering Industry may be prone to 
exceptionally high labour turnover, Perhaps the reason for this 
turnover does not lie with working conditions or low wages or high 
pressure, it may be that the labour force entering the industry already 
tends to rapid mobility before it even commences employment. If this 
is a. national trend, then employers may be better advised to try 
and help this mobility within their organisations and thus retain 
the skilled labour in their organisation but not always in the same 
establishment.
Of the other reasons given, a steady job is probably to be expected 
given the high levels of unemployment, particularly amongst the young. 
One of the reasons given for so few boys on the courses was that the 
boys tended to find jobs in the industry on leaving school and obtain
their qualifications part-time. This desire apparently stems from 
a fear of unemployment but also from a sense of male pride in being 
at work, rather than at school or college. This is borne out by 
the Mori Survey which found that 72% of interviewees did not go on to 
further education, although no breakdown is given of the sexes 
of this group interviewed.
It is interesting that both chefs groups give meeting people 
as a reason and the control group also give a chance to serve the 
public. In view of the fact that most chefs do not come into contact 
directly with the public it is difficult to reconcile these statements. 
Both catering groups give meeting people as their main reason and 
given the nature of the course with emphasis on food service, 
reception and accommodation studies it is certain that the students 
will come into contact with the public and if entering industry in 
those jobs, will also deal with the public*
One important point which must be mentioned is the influence
that relatives or friends, already in the industry, has had on the
students. This influence m s  mentioned by 3 of the groups and in
conversation with the students it became apparent that in most
instances their parents had supported and encouraged their career
aspirations. This evidence would appear to contradict the
2conclusions of Corcoran and Johnson which have already been 
mentioned. Although in agreement with Chivers conclusions.
Finally it is apparent that one group at least did receive some 
positive careers advice at school directing them to consider this 
industry. This positive action by the Careers Service may be a local 
factor in this area as the department concerned has sold itself and 
its courses to the schools in a most positive manner. This selling
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included an open day when the department was host to all local schools, 
together with visits to the schools to explain the courses and prospects. 
Schoolchildren and their parents were also encouraged to visit the 
Department and discuss problems with members of staff. This public 
relations exercise was costly in terms of staff time but it may 
be that the first results are being observed particularly as the 
schools careers officers were included in all visits and publicity.
(vii) All groups reported that the most popular* area of the industry 
to them was cook/chef. Again all groups' second choice was management, 
Given that two groups were not following a specific chefs course it 
is interesting that they still wished to be involved in the food 
preparation area.. This strong preference for food preparation as 
against food service reinforced the comments made by the students during 
the course that they did not consider food service to be a viable career 
objective and these comments were reinforced by the low status afforded 
to waiters in the job rankings which they completed.
The most popular areas for’ employment still seem to be hotels 
and restaurants, although the control group of caterers did give as 
their second choice the armed forces* It is not surprising that the 
school meals service did not attract many as a career option, given 
the current political arguments over its future. It is surprising 
that industrial catering does not appear more popular and on discussion 
with the students it was found to still have associations with school 
canteens and of factories serving stodgy food, all with chips.
Although the corpus of knowledge update 1 in November 1980 by 
Nightingale does show that there is a major flow of staff from 
hotels and restaurants into contract catering.
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This view of industrial catering was reinforced by the students' 
contact with the college refectory which had a menu seemingly always 
composed of pie, chips and beans.
All groups of students seem to follow the normal leisure time 
activities (viii) for their age group. The poj>ularity of swimming 
is probably due to the area surrounding the college which includes 
many seaside towns. Although it is interesting that the most popular 
sports swimming,, tennis end badminton are all individual sports, team 
sports do not appear as popular, This may mean that the students tend 
to be individualists rather than members of a team; if this is so 
then it may be difficult for them to adjust to a team situation as is 
required in the industry.
Two other points are worthy of mention, the first is the 
popularity of reading with the caterers group and its complete 
exclusion by the chefs. This fact is supported by the lack of 
qualifications of the chefs and their low verbal ability.
The second point is the popularity of pubs as a social centre 
for this age group, l6 - 18, of students. Coupled with the Mori 
National Survey it obviously poses difficult questions for licensees 
and the police concerned with under-age consumption of alcohol.
On discussing this point with the students it was obvious that although 
they knew it was against the law, they considered drinking as an 
acceptable social activity. As expected the boys bragged about how 
many pints they consumed and about how 'stoned' they got. But 
cutting through this bravado it was obvious that both boys and girls 
could, and did, consume quite considera/ble amounts of alcohol.
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When it was pointed out that when they entered the industry 
thev mav hav<=» to decide who was over or under 18 they shrugged and 
thought it was an impossible task in the absence of some form of 
identity cards.
When comparing the results of the occupation hierarchy (ix) 
two points became clear; the first is the similarity in the rankings 
between the participating groups, before and after training and the 
control groups. It appears that the students have strong views on 
job ranking which are not very susceptible to change. Even though 
the participating groups had undergone some form of Social Skill 
Training, their post-course results are strikingly similar both with 
each other and with the control groups and also with the Mori Survey.
The second point is the ranking of chefs and waiters. Chefs are 
always ranked within the top 4 occupations, ranking with politicians, 
professors, vicars and company directors. Waiters however are always 
at the bottom of the rankings. Even new entrants to the industry, 
who may know little of it, rank waiters last. This is apparent in 
the chefs groups and caterers groups. This low ranking has already 
been mentioned when looking at career avenues but it is of such 
importance as to warrant further discussion,
Examples have already been given regarding the social standing 
of waiters and how they view themselves, it is also part of the 
folk-lore of the industry regarding the conflict between waiters and 
chefs and hew they regard each other. However this would not explain 
why students straight from school exhibited similar attitudes, and why 
these attitudes were resistant to any change.
Discussion with the students elicited the fact that they considered 
chefs to be skilled craftsmen who had a pride in their work, but it
was felt that anybody could be a waiter, it required no skill or 
training. Indeed many students said that they had worked during the 
school holidays and at week-ends as waiters and that they had received 
no training and were expected to pick it up as they went along,
They also recounted experiences of waiters in cafes and snack bars 
who served them with a 'take it or leave it’ attitude and who were 
rude and uncaring, All these experiences had produced an image of 
waiters in their minds. When the catering students were asked why 
they had chosen a course which involved food service they said that 
they accepted it as a necessary evil, as part of the course.
When these same students were interviewed at the end of their 
first year many said that they wished they had chosen the Chefs Course 
as the thought of food service in the second year was worrying them,
In order to assess the results of the attitude scale survey (x) 
the questions have been grouped under three broad headings: attitudes
I
to work; attitudes to social relationships and general attitudes.
This grouping will enable any changes in attitudes to be more easily 
recognised.
Firstly attitudes to work, this includes questions 3j 9» 10» 
l6, 20, 22, Zt ana 32 which were desxgnea t.o assess how ~>he students 
viewed their potential work situation and what modification, if any, 
took place during the year. These changes could then be compared 
with those of the control groups.
When asked if money is all that matters in a job the participatin 
groups all disagreed with this statement as did the control group of 
chefs. However when asked again the participating chefs were much 
less adamant and a small minority in both groups now agreed with the
statement as did nearly a fifth of the control group of caterers.
This changing attitude may reflect a loss of idealism during the course 
and that a more cynical approach to work may he emerging.
When asked regarding the wealth of hotel residents nearly a 
-§ of the new caterers agreed with this proposition, as did of the 
control chefs. After the course, the number of caterers who agreed 
dropped to a fifth but the number of chefs who agreed rose by just 
over No satisfactory explanation was forthcoming for this view,
but speculating it may be that coming from a rural area the thought 
of hotels, particularly in London and other big cities was somewhat 
daunting. This view may have been reinforced by members of staff who 
gave the impression that the first class hotels in London were the 
only ones in existence, and who showed the students menus from these 
hotels with prices that caused much amusement and disbelief.
Much research has gone into the question of the effect of
3wearing uniforms,on individuals Argyle states: "It has been found in 
a number of experiments that wearing a uniform has the effect initially 
at least of "de-individuation" i.e. making people less aware of
h.themselves as individuals and less socially responsible". Also Coffman 
states: "We fine then that persons often feel unfairly restricted 
in uniform; they carp about not being able to melt easily into loose 
gatherings that happen to occur and they feel their autonomy is 
threatened".
However the students concerned overwhelmingly rejected the idea 
that the wearing of a uniform was silly or not in order.x In fact it 
was noticeable that the boys, in particular, appeared to wear their 
chefs uniforms with a great deal of pride and for longer than necessary.
4?
Even during breaks in food preparation classes they would go to the 
refectory in a group and occupy several tables. It was noticeable 
that they never wore their hats on these occasions and that there was 
a lack of interaction between them and other more normally dressed 
students, The girls however were not as pleased with their food 
preparation uniform and complained bitterly about having to wear 
hats and nets, also they wished that they could wear the same uniform 
as the boys. This dispute regarding the uniform was a major source 
of conflict amongst the groups and was made worse by the choice of 
a food service uniform for the girls. This consisted of a type of 
overall in brown and yellow, it was universally disliked by the girls 
and was discarded by all the girls as soon as possible. The boys 
uniform was brown shirt and trousers and was considered by the girls 
as much more acceptable. Although the students did not object to 
wearing uniforms as such, they understood the necessity on health 
and safety grounds. Throughout the whole year the feeling of 
resentments amongst the girls bubbled under the surface occasionally 
breaking out into open conflict within and between the groups. The 
situation was such that the girls were informed that if they wished 
they could purchase and wear the chefs uniform, With regard to the 
food service uniform it was decided to change the style for hew 
groups entering in I98O and the girls were allocated a brown blouse 
and skirt,
However in the view of the experiences with this uniform problem 
it is felt that not enough thought has been given to the problem 
• of choosing uniforms in colleges. Some colleges still dress their 
students in black and white food service uniforms, the girls wearing 
frilly caps as in the Thirties, Anything more likely to alienate them 
from food service is hard to imagine.
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When faced with the old exhortation that/the customer is always 
right* f the groups reacted in markedly different ways. The participating 
chefs agreed with this remark by a small majority and even at the end 
of the course it was still nearly a half who would agree. This 
attitude of the chefs was also present in the control group who agreed 
by a nearly 2:1 me.jority. The catering groups however reacted in a 
completely opposite manner. The participating group disagreeing by 
a small majority both before and after the course and the control 
group disagreeing by a y  1 majority.
This difference in attitude is even more puzzling when it is 
considered that the catering groups will have to come face to face 
with the customers and would be expected to accept the statement.
It is an interesting reflection on the different attitudes of 
the groups for which no satisfactory explanation could be found.
5As has already been indicated, Nailon in his review of tipping has 
drawn attention to the prob?Lems associated with this activity and some' 
of the research undertaken. As far as this survey is concerned both 
participating groups felt that it is not essential always to tip in 
a restaurant. The control group of caterers also agreed but the 
control group of chefs felt strongly that it was necessary.
When the question was discussed with the groups it was generally 
felt that tipping was a good thing but that it should only be given 
for good service. The groups did not feel that receiving tips in any 
way lowered their status or standing. When it was pointed out that 
other groups did not receive tips for services rendered, they replied , 
that it was traditional in this industry and therefore perfectly 
acceptable to give and receive tips.
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This question (22) was intended to provoke a strong reaction 
amongst the groups but the only group which reacted in this wav were 
the participating chefs, VJhen first interviewed the figure was 
nearly a fifth who strongly agreed but at the end of the course this 
figure had increased to no less than two-thirds who strongly agreed.
The control group of chefs were split 50/50 whilst both groups 
of caterers disagreed even though they had placed waiters at the bottom 
of the job ratings.
The strong reaction of the chefs has its roots in the conflict 
which arose between' the groups as the course developed. Both groups 
of participants had very little contact with each other to start with 
and as the course progressed it became clear that it was developing 
into open conflict. In discussions both groups accused the other of 
imaginary insults and both emphasised how much better they were at 
various tasks,
This strong antipathy between the groups was again revealed when 
the control group of chefs were split 50/50 on the question of 
whether waiters were like servants. The control group of chefs and 
both groups of caterers disagreed with this point which left the 
one group of chef's with an attitude formed when they arrived and 
unchanged after the course,
The conflicts between the groups have already been mentioned 
but no satisfactory reason was forthcoming as to why they were so 
contemptuous of waiters even when they arrived. Some reasons have 
already been advanced but it is difficult to envisage that the chefs 
group had been particularly ill-served, when eating out prior to 
entering the course.
All groups showed a strong dislike of trade unions and all 
thought that they were unlikely to join one unless forced. Unions 
during this period were experiencing a bad press and this may have 
affected the outcome. But in discussions with the groups, it was 
apparent that most of their views seemed to emanate from their 
parents. This may be a localised phenomenon given the lack of industry 
and that the groups contained a number of farmers’ children. However, 
the Mori Survey showing only 5% of respondents respecting union leaders 
may point to a general dissatisfaction with unions amongst this age 
group.
Certainly if these views were reflected nationally within students 
entering the industry then the future of the new Hotel and Catering 
Workers Union is not encouraging.
In the area categorized as "social relationships" some interesting 
differences arose, but before discussing these it is necessary to 
re-emphasize two points. Firstly that the participating chefs group 
undertook a 'social’ training programme and secondly there was a 
degree of hostility between the participating groups which was not 
so apparent between the control groups. Also the participating 
caterers group was overwhelmingly female.
This may have influenced seme of the results in particular 
question 1 relating to looks in a boy/girl friend. Both groups of 
participants disagreed with the statement even more strongly after 
their period of training. The control groups were more evenly divided 
on this matter. The difference between the participants and control 
groups on this question may have been influenced by the fact that 
both training programmes had laid emphasis on the whole field of 
social interaction, rather than on the purely visual approach, 
although the groups in discussion said that "looks" must obviously
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play a part in attraction to the opposite sex, they felt at the end 
of the course that good looks alone could not form the only basis 
for a lasting relationship.
On the question of smiling which Nicholson^ states: "Smiling 
is perhaps the most powerful single technique for non-verbal communication 
we possess". Some important differences were noted. Both participating 
groups agreed with the statement, even more strongly after the period 
of training, this overwhelming acceptance was also recorded by the 
control group of caterers, However the control group of chefs were 
more evenly divided which is reflected in the poor scores they 
achieved in the area of non-verbal communication. Of all groups 
participating the chefs were the weakest in this area.
All groups disagreed with the statement regarding eating in 
a restaurant, although at tte end of the training period the 
participating groups did have sizeable minorities who now agreed that 
it did make them feel uncomfortable. The explanation for this is 
probably that during the duration of their first year they had 
learned how little they actually knew about food and drink and had 
thus become unsure of themselves in .a restaurant situation. The 
second year control gioup had had the benefit of another year's 
tuition in the subject and had thus acquired more confidence in 
handling a meal in a restaurant. Although no strong pattern emerged 
with regard to the seating in a restaurant it was noticeable in 
class that the groups kept to a rigid seating pattern during lessons, 
unlike groups of 'Diploma students who tended to change their seating 
from lesson to lesson.
The situation regarding lying is interesting in that the
participating chefs group experienced a marked change in attitude to
lying during the course of their training. This may he attributable 
to the fact that during the course they were asked to voice opinions 
on a wide variety of subjects. To begin with these opinions were 
occasionally of an extreme, provocative nature which caused uproar 
in the class, however as tho course progressed these opinions began 
to be moderated and perhaps changed in the light of the expected 
class reaction to them. It was difficult to prove but the impression 
gained was that some students were giving the response which they 
knew the class wanted, rather than the true one they wanted to give,
7 8Studies by Exline et al and Mehrabian found that when not
telling the truth a speaker looked less at a. listener, used less 
gestural and bodily movements, talked less and smiled more. Therefore 
it would seem that this group had adopted the habit of bending the 
truth and covering it by smiling more as noted in question 4.
qThis increase in hachiavellionism. was noted by Smith who said; 
"The evidence then is sparse, we know very little about how adult
t
social skills are acquired. Speculating, one suspects that young 
children are encouraged in altruistic behaviours, whereas the later 
pressures of life in school place a higher value on Machiavellion 
strategies",
A H  groups disagreed that people always try to cheat you although 
the control groups tended to be more evenly divided on this point.
All groups were convinced that the way you dress is important 
both at work and in a social situation. The problems of uniform 
have already been mentioned, but when not in uniform the students 
in the department, in the main, adopted the standard teenage dress 
of jeans and casual clothes, A suit was unheard of except un special 
occasions such as the end of term "going-down" dinner. However the
students involved were most scathing when discussing the dress of those 
they described as 'weirdos' and 'hippy-types', The objects of their 
derision were students from the Arts and Humanities Department who 
dressed in a somewhat unconventional manner and were regarded as 
completely odd by the students in the Hotel and Catering Department. 
Relations between the two groups of students were non-existent and 
they seemed to possess a shared dislike of each other.
All groups considered that the tone of voice was important 
when talking, the participating chefs even more strongly after completing 
their course, This strengthening of agreement was noticeable during 
the discussions with the group, when the shouting which characterized 
the first lessons began to give way to a- more controlled discussion 
as the lessons progressed during the year. It was certainly evident 
that the students in the group were becoming more restrained in their 
discussions and learning to control their outbursts.
However the control group of chefs were more evently divided 
on this question as they were on the importance of smiling when 
talking to people. This attitude is also reflected when the groups 
were questioned regarding the effectiveness of shouting at children.
Both groups of caterers strongly disagreed with this statement but 
a \  of both groups of chefs agreed and this acceptance and approval 
of shouting may reflect their experiences whilst young,
Similarly with regard to people who talk in a "posh" way, 
all groups disagreed with this statement but it was noticeable 
that after their first year's training the participating groups 
were much stronger in their disagreement than they had been on leaving 
School■
A similar consensus of opinion was found on whether or not
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people who looked you in the eye told lies. All groups disagreed 
with this statement although the control groups did have small 
minorities who agreed, in the case of the chefs this amounted to 
a quarter, which would reinforce previous findings with regard to 
smiling and tone of voice, indicating that this group was low in 
interpersonal skills, half of the group having difficulty talking 
to strangers as opposed to just over a quarter of the control group 
of caterers.
The surprising factor though was that the number of students 
in the participating chefs group who experienced difficulty, increased 
after their social skills course. The participating group of 
caterers experienced only a slight decrease in the number agreeing 
which would seem to indicate that neither types of training increased 
the ease with which students could converse with strangers.
When questioned regarding relations between sexes, it is as 
well to remember the overwhelmingly female bias of certain groups. 
Although this fact is not readily apparent, when replying to the 
statement that women are better than men at most things. It is 
noticeable though, that the participating chefs group records a 
change in attitude with a fifth strongly agreeing after the training 
programme, This fact can be explained by the conflict which arose 
within the group during the course. This is also reflected in the 
replies to the statements regarding the relative intelligence of sexes. 
Again the participating chefs group showed a marked change in 
attitudes after participating in the course. Again this can be 
attributed to the conflict between the sexes which aroseN during the 
course.
There was a more general disagreement that women should always
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do the housework, in view of female content of groups an interesting 
insight into sexual equality.
An interesting difference arose regarding the question of 
standing when a woman enters the room, The two chefs groups, with 
a high male content disagreed with the statement, whereas the two 
catering groups, high female content, agreed. This may be an 
indication of the differing approaches to relationships by male and 
female students. Although all groups were in strong disagreement 
with the statement regarding shaking hands with women.
On the question of attitudes to the communication media all 
groups exhibited distrust of advertising, as they did of newspapers, 
both they felt, did not always tell the truth. Similarly they all 
felt that television did not represent real life. These attitudes 
reveal a sceptical approach to the media which was not apparent in 
discussion with the groups. On many occasions a comment was
f
reinforced by the statement "I read it in the paper" or "I saw it on 
telly", as though this fact clinched the argument.
There was strong disagreement regarding the statement against 
studying. An overwhelming majority of all groups disagreed that 
studying was a waste of time. Although studying did not appear as 
a popular past-time amongst the groups, they appeared to appreciate 
its value.
Similarly most agreed that school was not a waste of time, 
apart from a ^  of the participating chefs group. Considering their 
almost complete lack of qualifications, it would appear that a sizeable 
proportion gained little from school. This would be in line with the 
Mori Survey where of those interviewed rated their education as
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vexy poor or fairly poor and 32% rated it as only average.
With regard to corporal punishment within schools the 
participating chefs were split 50/50 both before and after the 
training sessions whereas the participating group of caterers favoured 
corporal punishment in schools although the number in strong favour 
declined at the end of the training course. Both control groups 
disagreed with corporal punishment which was in contrast with the Mori 
Survey where 6lfo opposed ending corporal punishment in schools.
No explanation was forthcoming regarding this disparity between the 
groups and the national trend.
All groups disagreed that left-handed people are always clumsy 
as they did with the proposition that fat people are always happy. 
Although after participating in the course nearly a third of the 
chefs>group now agreed with this statement.
An overwhelming majority of all groups felt that smoking does 
damage your health although the control group of chefs did give 
smoking as one of their most popular past-times.
All groups exhibited a degree of racial tolerance and it was 
noticeable that both groups of participants became much stronger in 
their d.ieagrecment with the statement that coloured people are 
inferior to whites, after participating in the programmes. This 
increased tolerance was not immediately obvious in discussions with the 
groups, when racial jokes were still popular, However, it may be 
indicative of a more sensitive approach after* the training programmes. 
It should be started that all participants in the groups were white 
as were all students in the department. Also the area does not have 
a. high immigrant population and the vast majority of students would, 
not have met or spoken to a non-white person.
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All groups disagreed with the proposition that saving is a waste 
of time and all were concerned with their future in a work and social 
context.
All groups experienced difficulty at first with the concept of 
non-verhal (xi) signals. This was particularly true of the control 
group of chefs who could only manage 50% success or more on 6 out of 
16 signals. The control group of caterers managing 9 out of 16 with 
50% or more.
Before the training sessions the chefs achieved 12 out of 16 
and after the session this had increased to 13. The caterers before 
the training achieved 11 out of 16 and after training this had risen 
to 15 out of 16 with 50% success or more. This improvement in the 
non-verbal ability of the caterers gx-oup may be attributed to the 
training in this area which specifically concentrated on this area of 
recognising specific non-verbal cues.
’All groups considered themselves to be happy, hardworking, honest 
and polite, but only the caterers group thought that they were shy when 
starting the course. However, they felt that this shyness had disappeared 
by the end ox the course.
SUMMARY
As with nearly all questionnaires, problems arose during their 
completion and analysis, as always one could not be absolutely positive 
that the answers given were the correct ones or the ones that the 
respondent thought were wanted. However, from subsequent discussions 
with the students, none admitted any deception in answering the questions.
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Of all the questions asked, question 14 was the weakest, in trying 
to analyze competence at non-verbal gestures by describing them in 
simple English. This question needs some form of pictorial representation 
in order to elicit a persons' competence at de-coding non-verbal 
signals.
Also it would have been much easier to analyze the results of the 
questionnaire if it had been designed to computerize the answers given.
One important point which had to be omitted due to lack of time 
and facilities was an independent assessment of how others had perceived 
any change in the students over the year. This could have been achieved 
by asking other members of staff to complete an assessment form at the 
end of the year and also by asking the students to assess each other 
at the end of the course.
However given these faults several points arc worthy of mention 
in the conclusion of this section.
t
The problem of labour mobility is one that has worried the Hotel 
and Catering Industry for many years. But if the results of this 
survey were repeated nationally it may call for a re-think, on the part 
of industry, regarding planned and programmed shifts of staff, certainly 
during their early careers in the industry. Also if the new entrants 
have the same recreational activities of those in the survey, then 
perhaps organized team sporting activities would help to encourage 
a better working relationship within an hotel or restaurant.
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THE COURSES 
ORGANIZATION OF TRAINING
The training was carried out by one person during a one hour 
per week lesson on Wednesday afternoons. The lesson was designated 
complimentary studies and the trainer had a completely free hand to 
organize the lessons as required. Normal classrooms were used 
together with a T.V. studio with closed circuit cameras, recording 
facilities and technician help, if needed. The courses commenced 
in mid-September 1979 and continued until May 1980 with breaks for 
half-terms, Christmas and Easter Holidays.
The two participating groups were completely independent from 
each other during their courses and followed completely different 
timetables.
The groups were chosen to participate in their respective 
programmes on the basis of the results of their first questionnaire. 
On the basis of their low academic qualifications the chefs group 
were chosen to participate in the social programme whilst the 
catering group were to participate in the skills programme.
Course Content
The skills programme was based on a proposition that social 
skills are learned and can therefore be taught to those that lack 
them. The aim of the programme being to identify skills and 
techniques that would contribute to successful interpersonal 
situations and then to develop those skills in the students.
As a broad categorisation the skills were broken down into two 
main headings, verbal and non-verbal communication. The concept
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of non-verbal communication was initially completely alien to the 
students involved. It was a topic that had not been considered 
by them, therefore it m s  decided to begin by concentrating on 
the verbal aspects of interpersonal relationships.
Therefore the first lessons were concerned with examining the
social structure of society with regard to language, in particular
the linguistic codes used by different classes. Use being made of 
1Bernstein's Categorization of .Language Codes, Predictability - 
Vocabulary - sentence structure - Sympathetic Circularity.
Use was made of a whole range of television programmes which 
were then discussed and details noted of language use by the various 
group members. When members were aware of the number of times they 
used expressions such as "you know" or "didn’t I" at the end of each 
sentence, they soon learned tc pick these up in^others speech.
From these lessons it m s  then easy to begin studying non-
2verbal communication using the Argyle classification of the uses 
of non-verbal communications
Supporting language - replacing language - expressing emotions —  
expressing interpersonal attitudes - conveying information about 
the person - in ceremony and ritual ~ in propaganda, at political 
meetings and demonstrations - in the arts.
Again television programmes were used to develop the students 
ability to decode the non-verbal signals being given out. The 
programmes were discussed afterwards and notes made, both of the 
verbal/non-verbal communication on the screen and cf the participants 
of the group. In particular attention m s  directed to two main points: 
1 "We speak with our vocal organs, but we converse with our
3whole body" ,
6l
and
2 "Although an individual can stop talking, he cannot stop
communicating through body idiom; he must say either the right
4thing or the wrong thing. He cannot say nothing".
Onee introduced to N,V.C. the participants became extremely 
interested and began to practice decoding signals from each other and 
other students and members of staff to develop their own encoding, and 
use was made of the video facilities to record students in a variety 
of situations.
Once interest had been stimulated it was then possible to 
progress to the problems of dealing with customers.
As the students were actively involved in dealing with customers 
in the training restaurant it was relatively easy to utilize this 
exposure to the public to advantage. To begin with the students were 
encouraged to observe the customers to assess then as they entered; 
to look for obvious signs of stress, to try to group them in ages, sex, 
etc.
Once the customer had been met and seated then the student was 
encouraged to use his language ability to ascertain needs, meeting these 
needs and resolving problems. The students were encouraged to talk 
over problems that they experienced and the group would discuss these 
and offer help and advice. Again television films were used to classify 
customers into categories, such as the aggressive, complaining, time- 
wasting and so on. Once categorized the students would discuss 
tactics regarding how to deal with them how to control them and what 
things to avoid doing and saying.
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The problem arose not in perceiving the behaviour cf the person
that the student was interacting with, but in getting the student to
modify his own behaviour accordingly. This difficulty stemmed from
the fact that the students did not possess a sufficiently variable
pattern of behaviours and with few exceptions were not flexible
enough. This problem was compounded by the fact that the trainer was
not present in the restaurant when the encounters took place. Therefore
he was relying on the situation as recounted by the student and other
members of the group, occasionally being informed of a particulare
incident by the lecturer in charge of the restaurant class.
However the main problem was now to get the students to perceive 
their own behaviour and how they should modify it. As shown by the 
questionnaire the students perceived themselves as polite -■ honest >- 
helpful ~ happy - shy - clean and tidy, before the training sessions. 
They therefore had little incentive, in their opinion, to change their 
behaviour, as they considered themselves satisfactory.
In order to txy and change this self-perception it was necessary 
to devise a situation in which there was more immediate feedback to 
the student of their behaviour. As it was felt that a-more accurate 
insight into their own behaviour was essential for them to modify 
their behaviour in an interaction with others.
Two methods were tried with varying degrees of success. First 
open discussions were held on a completely unstructured basis. Any 
topic could be discussed and gradually these turned to the analysis 
of other members of the group. These discussions would become heated 
at times as members pointed out faults in others and at times the 
trainer had. to intervene to halt attacks when some members of the group
were in tears or had run out of the room. In view of the age of the 
participants, 16 - 18, and their emotional developments, it was felt 
that this experiment could not he continued without the possibility 
of serious upset to the students.
Therefore another method was used whereby the students were given 
a free hand to use the G.G.T.V. to interview each other, to sing, dance 
or perform and then to discuss the recordings. This technique proved 
very popular with the students and did not cause any serious problems. 
At the end of the experiments the students now stated that they felt 
they were easy to talk to and easy to get on with and not shy.
Certainly in discussions with the trainer they stated that they 
felt they could understand themselves better and understand others 
better. Unfortunately time constraints did not permit a follow up 
in the restaurant situation to see if there was any noticeable change 
in behaviour.
The second type of training session was a mixture of■T groups 
and encounter groups to try and develop interpersonal skills using 
various techniques within the context of a group experience. As has 
been stated the chefs group was chosen to participate in this 
experiment.
At first the group was shown a series of television programmes 
followed by group discussion in order that the group became used to 
discussing in a free manner amongst themselves with a trainer present.
The trainer in this instance became involved with the group and often
\put forward controversial statements with the object of stimulating 
thought end discussion.
Eventually It was decided to progress to a T group session with
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the trainer adopting a passive non-participating role. At first 
these progressed reasonably well with the group discussing their 
feelings and emotions and offering and receiving advice. However as 
the course progressed a strong relationship developed between two of 
the students in the group both of whom tended to be articulate and 
leaders. This relationship progressed for several months and then 
suddenly ended in heated argument which on several occasions nearly 
flaired into violence. .After the relationship had ended, both 
participants became leaders of their sex group and the groups became 
polarized and attacked each other verbally in a most aggressive manner
Following this occurrence, it became impossible to continue with 
a neutral trainer and the sessions switched to encounter groups 
where the trainer became involved in the sessions and tried to steer 
the discussions into more profitable areas than the rather negative 
area that they had moved into. Although this change meant that the 
group gained some cohesion it never regained its former strength.
Part of the trouble being that other members of staff had discovered 
the split between male/female and were actively encouraging it for the 
own motives, whatever they were,
Once again it seemed that groups of this age range did not have
the maturity to handle a fully fledged T Group session and needed the
intervention of the trainer to steer the session along.
At the end O'P the sessions many students said that they had
enjoyed them and that they would miss not having them in their second 
•year. They also replied in the questionnaire that they now felt that 
they were easier to talk to than they had been at the beginning of 
the training session.
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However the training sessions were a- success in that they did 
achieve their objectives of a change In attitudes of the participants. 
The questionnaire carried out at the beginning of the course and at 
the end did x'eveal changes in attitudes. Part of this change may have 
been due to the effect of the group training methods adopted. As 
has been discussed the T Group and encounter group sessions had to be 
modified to accommodate the relative immaturity of the participants.
66
I Bernstein, B. OP CIT.
o  a _  t.t n n  h t  rn-n.J-jij re, n, v^.t. j.,
3 Abercrombie, K. CP CIT.
4 Goff man, E. OP CIT.
CONCLUSIONS
Before drawing any conclusions from the project, it would seem 
appropriate at this stage to re-state the objectives which were 
originally set cut when the project was commenced. These objectives 
were to examine the background of trainees entering craft courses 
in the Hotel and Catering Industry and to investigate whether it is 
desirable to include in their craft courses some form of social 
skill training.
The first objective has been achieved in that information is 
now available on a sample of entrants to a department of Hotel and 
Catering Services. Although the sample was small, under a hundred 
students participating, the concentration is sufficient to examine 
the feasibility of the proposition.
The second objective regarding the desireability of including 
social skill training in cruft courses is perhaps an arguable point, 
certainly in view of the writer, the majority of students who 
participated in the programmes, and also those who heard of the project, 
the inclusion of a social skill programme is essential. If social 
skill training is included in training programmes then it is going 
to require a re-assessment of current requirements by colleges, 
examining bodies and the industry. In the view of the writer this should 
not be a mere alteration of existing syllabuses, but a major structural 
overhaul.
The survey Manpower in the Hotel and Catering Industry Survey* 
carried out by the Hotel and Catering Industry Training Board, 
disclosed that the total number of employees both full and part-time, 
other than those in the National Health Service and the Scottish 
Local Authorities, was 2,049,000. Of these 561,000 (27.3$) were 
male and 1,488,000 (?2*7%) were female. These figures compare with
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y.fc male and 66% female in the project. Therefore in terms of sex 
composition the students participating in the programmes were h-roacHy 
similar to the composition of sexes to he found in the industry.
pChivers" postulates that: "For girls the choice of cooking 
could be seen as little more than an occupational extension of the 
domestic role". ... "At least two reasons would seem to be important
in leading boys towards ’cooking. Many will have not .only observed, 
but also participated in cooking in the home, and this may have 
awakened enough inclination to withstand opposition at school.
However, one must bear in mind that there is a male stereotype - 
the chef ~ with a creative and artistic image. Ho doubt this helps 
males to identify with a cooking role".
Of the social influences that attracted cooks and chefs into their 
3occupations Cbivers gives parents, other relative or friend in 
catering as the most important determinant and this fact was also 
mentioned as important by 3 out of the 4 groups participating in the 
project.
4Of other attractions of cooking Ghivers quotes as important:
To have a variety of work, to work with hands, to be creative, to be 
of service to others, to be self-employed one day, to be artistic, 
and to travel. These attractions would also be broadly in line with 
the reasons that the students gave for entering the industry.
Therefore it would seem that the participants in the project are a 
good approximation of the employees found in the Hotel and Catering 
Industry, although, of course, somewhat younger.
The question of the social class of the parents was expected to
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determine the responsiveness of the student to Social Skill Training, 
with one or two exceptions, the students adopted a common approach 
to the subject. Because of the confidentiality of the questionnaire 
the writer was not aware of the occupation of the students* parents 
and unless the student volunteered the information during the course 
it was impossible to distinguish social class differences in the 
vast Majority of cases, This mingling of the classes was of major 
importance as it enabled the groups to commence the programme as a 
group with a common .approach, and language base. Although linguistic 
ability was markedly different between the chefs and caterers groups, 
this appeared to be related to educational differences rather than to 
social class differences as such. This merging of identity was also 
apparent with regard to number of brothers and sisters and ordinal 
placing in the family. On reviewing the behaviour of the groups 
no significant differences could be discerned in family size or ordinal 
position. Although there were some differences in approach from those 
students from all girl or boy families in their approach to the 
opposite sex during discussions within the classroom.
In the case of this small scale study it would appear that the 
students entering craft courses at colleges arrive with much the same 
attitude and abilities related to their peer groups at school.. Within 
the groups in the programme there was a common dress and attitude relatin 
to work, which seemed to be peer group centred rather than family 
centred. By forming the groups on educational achievements it also 
appeared to be forming them into groups of similar attitudes. This 
similarity was reinforced during the course as the groups reacted 
together during practical and theory lessons as well as on social 
occasions during the year.
Although members of the groups did mix with each other as they
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travelled to and from college, it ms uncommon for them to form groups 
outside of college hours. Part of the attitude may have been caused 
by the fact that public transport in this rural area was very poor*
It ms also noticeable with regard to participation in eo3.1ege sporting 
activities. Although all students were required, as part of their 
course, to participate in sporting activities very few actually played 
in college teams. This lack of participation in team sports was 
highlighted during the questionnaire when the most popular sports were 
given as swimming, badminton and tennis which are not team sports.
This individualism may be related to the creativity and artistic 
flair which many see as part of the attractions of catering. Whatever 
its causes it certainly presented some problems when the individuals 
were required to work as a group. Many students found this difficult 
and there were many arguments regarding individuals who it ms believed 
were not "pulling their weight".
As has been noted in the discussion of the results of the
questionnaire, there were changes noted in attitudes of the participants.
However as the training programme ms not conducted in a vacuum it is
difficult to pinpoint those that were due directly to participation
in the programme and those due to causes outside. There would have
been advantages to a follow up, unfortunately due to circumstances
it has not been possible to follow up the students to see if these
changes in attitudes have been permanent or merely transient. Although
several studies have shown attitudes are resistant to change by
whatever means they are established (in a relative sense) and also 
5to forgetting .
During the course of the training programmes one point was very 
noticeable and this was the difference in the language abilities of 
the chefs and caterers groups. Even at the end of the training sessions
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the caterers were the much more articulate groups, The chefs groups 
were also noticeable for their tendency to shout during discussions 
and their habit of shouting down each other.
This shouting is of course part of the kitchen tradition, where 
orders are shouted back and forth across a noisy kitchen and across 
the hotplate to the waiters bringing and taking away orders. Moving 
from the noise of the kitchen one is struck by the relative quiet 
existing in the dining room as the waiters move amongst the customers. 
Shouting, as in the kitchen, would appear completely out of place in 
this setting. Therefore there was a reinforcement for the caterers 
to modify their language which did not exist for the chefs, indeed 
it was even encouraged for the boys, in particular, to shout as loudly 
as possible during practical lessons.
f
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TABLES OF RESULTS
1 (i) Sex of Participants
Chefs C-roup
Male
11
\ VI -j- -/I ~\”1 ClControl Groups
Chefs Group 
Made Female
9 3
Age Range
Participating G roims
Caterers Group
Female Male
7 3
Female
22
Caterers Group 
Male Female
9 29
Chefs Group 
Age No
16 -  18 18
Control Groups
Chefs Group 
Age Mo
16 - 18 12
Caterers Group 
Age No,
16 - 18 25
Caterers Group
Age
16 - 18
no.
38
\
74
(ii) Quallfication:
Pp t-t.j.cj rating Grom 
Chefs Group
'0s Levels grade A B or G 
No,
5 or more
4
1
2
1
14-
Most common subjects 
Art (?.) English (2)
Caterers Group 
'O' levels grade A B or C 
No.
5 or more
4 1
3
2 5
1 6
0 13
Most common subjects 
English (il) French (2j 
Food and Nutrition (2)
n ontrol G noun s
Chefs Group
'O’ levels grade A B or C 
No,
5 or more
1
1 1
Caterers Group 
'O' levels grade A B or 0 
No.
5 or more 
4
3
2
1
0
1
2
2
6
27
Most common subjects 
English (9) Art (3) 
Domestic Science (3)
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Chefs Group 
CSE Grade 1 2 or 3 
No.
5 or more 5
4 3
Participating Groups
Caterers Group 
CSS Grade 1 2 or 3 
No.
5 or more 1
Most common subjects 
English (15) Maths (8) 
Home Economics (6)
Control Groues
Most common subjects 
English (21) Maths (12) 
Home Economics (12)
Chefs Group 
CSE Grade 1 2 or 3 
No.
5 or more
4
q
2
1
0
Most common subjects 
English (7) Maths (4)
Gaterers Group 
CSE Grade 1 2 or 3 
No.
5 or more 19
4 4
Most common subjects 
English (33) Maths (18) 
Heme Economics (l?)
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4 (iii)
Chefs Group
How many brothers and 
sisters do you have older 
than you?
How many brothers and sisters 
do you have older than you?
Caterers Group
4 or more 4 4 or more 1
3 1 3 2
2 2 2 3
1 6 1 5
0 5 0 14
Younger than you: Younger thar
4 or more - 4 or more 1
3 2 3 1
2 4 2 5
1 5 1 14
0 7 0 4
Control Groups
Chefs Group
How many brothers and 
sisters do you have older 
than you?
4 or more 1
3 2
2 5
1 i
0 3 
Younger than you:
4 or more -
3
2 3
1 4
0 5
Caterers Group
How many brothers and sisters 
do you have older than you?
4 or more 3 
3 2
2 9
1 13
0 11
Younger than you: 
4 or more - '
3 3
2 6
1 12
0 1?
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5 (iv) Social Class of Parents Using Registrar General (1970)
Classification* Derived from Appendixes Bl and B2 Classification 
of Occupations 1970o
Chefs Group Caterers Group
Social Class No % Social Class No %
I 1 6 I 1 4
II 8 44. II 6 24
III S.N.M. 2 10 III S.N.M. 4 16
Ill S.M. 3 17 Ill S.M. 7 28
IV 3 17 IV k 16
V i 6 V 3 12
Control Groups
Chefs Group Caterers Group
Social Glass No % Social Class No %
I - I -
II 3 25 II 13 28
III S.N.M. 3 25 III S.N.M. 8
Ill S.M. 5 42 Ill S.M. 9 26
IV 1 8 IV 3 9
V *» V 1 3
Not all students answered this 
question.
?8
Ghefs Group 
Where do you live?
No.
With parents 18 
in Lodgings 
in a Flat 
Other
Control Groups
Ghefs Group 
Where do you live?
No.
With parents 12
in Lodgings 
f in a Flat 
Other
7 Participating Groups* ■Viw m i. i.  i uwi»wt6tv
Chefs Group
If you live with parents 
do theyi No.
Own their own 
house 12
Rent a house 6
Own their own 
flat
Rent a flat 
Other
6 (v) Participating Groups
Caterers Group
Where do you live?
No.
With parents 23
in Lodgings 1
in a Flat -
Other 1
Caterers Group
Where do you live?
Nc,
With parents 34
in Lodgings 1
in a Flat 2
Other 1
Caterers Group
If you live with parents 
do they* No.
Own their own 
house 18
Rent a house 4
Own their own 
flat
Rent a flat -
Other 1
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Chefs Group
If you live with 
parents do they:
Own their own 
house
Rent a house
Own their own 
flat
Rent a flat 
Other
7 (cont.) Control Groups
No.
10
1
If you live with 
parents do they:
Own their own
house 20
Rent a house 12
Own their own 
flat
Rent a flat
Other 2
Caterers Group No.
8 (vi) Participating Groups 
Chefs Group
The five most important 
reasons for entering a 
catering career.
points
431 steady job
2 prospect of travel 39
3 relatives/friends in
catering 34
4 meeting people 21
5 chance to serve
public 19
Caterers Group
The five most important 
reasons for entering a 
catering career.
1 meeting people
2 careers advice
3 prospect of travel
4 steady job
chance to serve public
point:
62
51
49
45
40
Control Groups
Chefs Group
The five most- important 
reasons for entering a 
catering career.
1 prospect of travel
2 high wages
3 meeting people
4 steady job
5 relatives/friends . 
catering
Caterers Group
The five most important 
reasons for entering a 
catering career.
points points
38 1 meeting people 10?
34 2 prospect of travel 95
19 o>J> relatives/friends in 
catering 53
16 4 steady job 44
L 5 living away from home 30
15
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9 (vii) 2 Most Popular Areas of Catering 
Participating Groups
Chefs Group
1 Cook/Chef
2 Management
Control Groups
Chefs Group
1 Cook/Chef
2 Management
1 Hotels
Caterers Group 
1 Cook/Chef
2 restaurants 2 Management
1 Hotels
2 Restaurants
1 Hotels
Caterers Group 
1 Cook/Chef
2 Restaurants 2 Management
1 Hotels
2 Forces
10 (viii) Most Popular Leisure Time Activities
Groups
Chefs Group 70 Caterers Group 7o
1 Swimming/listening to Music 77 1 Swimming/listening to Music 7'6
3 Discos 66 3 Watching T.V./Discos 72
4 Watching T,V. 60 5 Reading 60
5 Visiting Pubs 50 6 Badminton/talking to people 52
6 Badminton 44 8 Tennis 44
7 Tennis 38 9 Visiting pubs/Eating out 40
8 Football/eating out/
WV> j J 33
Control Groups 
Chefs Group
1 Listening to Music
2 Discos
3 Eating out/tennis
5 Visiting ruos/Swimming
93
76
59
r'jfDJ-
7 Badminton/tallying to people 42
9 Watching T«V. 34
10 Football/Surfing/Athletics/
Smoking 25
Caterers Group
1 Swimming 85
2 Discos 82
3 Listening to Music 80
\
4 Talking to people/visiting
pubs 65
6 Eating Out 60
7 Watching T,V. 55
8 Tennis 47
9 Badminton 30
10 Football/Reading 2 7
All Young People (Mori Survey t Now
1 Going out with Partner
2 Pop Music
3 Friends
ip Dancing/Parties
6 Pub
7 Placing Sports
8 T.V.
9 Reading 
ip Cinema
li (ix) Rank Order of Occupations 
Chefs Group
points
1 Doctor 211
2 Teacher 168
3 Chef 149
4 Professor 134
5 Politician 121
6 Baker 112
7 Company Director 101
8 Labourer )
958 Vicar )
10 Train Driver 93
11 Secretary 73
12 Waiter 66
September 14 1979) 
%
50
47
i i 6
45
38
33
30
27
Chefs Group after participation in 
Training
points
1 Doctor 200
2 Teacher 145
3 Professor 128
4 Chef 122
5 Politician 109
6 Labourer 108
7 Company Director )
7 Baker ' 97
9 Train Driver )
9 Vicar j 74
11 Secretary 69
12 Waiter 37
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Caterers Group
points
1 Doctor 285
2 Teacher 217
3 Chef 195
4 Vicar 153
5 Labourer ) 152
5 Baker ) 152
7 Professor ) 142
7 Politician ) 142
9 Company Director 131
10 Secretary 115
11 Train Driver 105
12 Waiter 89
11 Rank Order of Occupations 
Control. Groups 
Chefs Group
1 Doctor
2 Teacher
3 Politician
4 Chef
5 Baker
6 Professor
7 Vicar
8 Labourer
9 Train Driver
10 Company Director )
10 Secretary )
12 Waiter
Caterers Group after participation 
in training
points
1 Doctor 288
2 Teacher 237
3 Professor 229
4 Chef 181
5 Politician 168
6 Baker 153
7 Vicar 141
8 Company Director 133
9 Labourer 127
10 Secretary 113
11 Train Driver 106
12 Waiter 74
Caterers Group
1 Doctor
2 Teacher
3 Politician
4 Chef
5 Professor
6 Company Director 
? Vicar
8 Labourer
9 Secretary
10 Baker
11 Waiter
12 Train Driver
MORI SURVEY
Which three of these groups do you most respect?
%
Doctors 79
Policemen 54
Social Workers 26
Teachers 25
Scientists 24
Company Directors 5 
Union Leaders 5
Civil Servants 5
M.P.'s 5
Journalists 4
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12 (x) Attitude Scale
Figures in Brackets after Participation %
Strongly Agree Disagree Strongly
Agree Disagree
Participating Groups
1 Chefs (6) 39(25) 56(56) 5(13)
Caterers 25(8) 63(75) 12(l?)
Control Groups
Chefs 8 42 42 8
Caterers • 37 32 31
Participating Groups
2 Chefs : (6) 78(38) 22(56)
Caterers 8 52(58) *10(42)
Control Groups
Chefs 18 73 9
Caterers 70 30
Participting Groups
3 Chefs (6) 65(88) 35(6)
Caterers (8) 72(62) 28(30)
Control Groups
Chefs 75 25
Caterers 3 16 68 13
Participating Groups 
It Chefs 56(8i) W(i9)
Caterers 13(21) 70(75) 17(4)
Control Groups
Chefs 17 42 41
Caterers 8 81 11
5 Chefs (6) (23) 75(59) 25(12)
Caterers 1?(28) 71 ( 48) 12(24)
Control Groups
Chefs 8 75 17
Caterers 8 5 65 22
Participating Groups
6 Chefs 44(76) 28(18) 28(6)
Caterers 4 50(52) 25(32) 2l(l6)
Control Groups
Chefs 42 42 16
Caterers 3 55 42
Participating Groups
7 Chefs 6 50(53) 44(47)
Caterers 52(48) 48(52)
Control Groups
Chefs 8 6? 25
Caterers 3 73 24
Participating Groups
8 Chefs (20) 69(47) 31(33)
Caterers 8(12) 83(76) 9(12)
Control Groups
Chefs 8 58 34
Caterers 5 - 3 2  53 10
\
Participating Groups
9 Chefs 12(18) 88(65) (17)
Caterers 32(20) 68(68) (12)
Control Grouns
Strongly Agree Disagree Strongly
Agree Disagree
Participating Groups
Chefs 33 58 9Caterers 2 4 / 0  6
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10 Chefs 
Caterers 
Control Groups 
Chefs 
Caterers
Participating Groups
11 Chefs 
Caterers 
Control Groups 
Chefs 
Caterers
Participating Groups
12 Chefs 
Caterers 
Control Groups 
Chefs 
Caterers
Participating Groups
13 Chefs 
Caterers 
Control Groups 
Chefs 
Caterers
Participating Groups
Strongly Agree Disagree Strongly
Agree Disagree
(6) (12) 82(70) 18(12)
4 54(52) 42(4-3)
8 92
76 24
17 61(7 1) 22(29)
9(4) 65(67) 26(29)
82 18
73 27
(31) 94(56) 6(13)
28(32) 64(68) 8
25 67 8
30 68 2
6(6) 17(19) 56(31) 21(44)
4 63(48) 33(52)
83 1?
8 66 \  26
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Participating Groups
14 Chefs 6(12) 65(82) 29(6)
Caterers 16 (24) 76(76) 8
Control Groups
Chefs 17 42 33 8
Caterers 11 74 13 2
Participating Groups
15 Chefs (6) 76(59) 24(35)
Caterers 68(52) 32(48)
Control Groups
Chefs 58 42
Caterers 3 3 55 39
Participating Groups
16 Chefs 6(6) 50(41) 17(35) 27(18)
Caterers (4) 42(40) 50(44) 8(12)
Control Groups
Chefs 64 36
Caterers 3 21 63 13
Participating Groups
17 Chefs (12) 18(12) 59(38) 23(38)
Caterers 4(8) 56(6o) 40 (32)
Control Groups
Chefs 8 8 58 26
Caterers 3 19 46 32
Strongly Agree Disagree Strongly
Agree Disagree
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Participating Groups
18 Chefs (6) 71(18) 29(76)
Caterers 8(8) 58(32) 34(60)
Control Groups
Chefs 8 42 50
Caterers 49 51
Participating Groups
19 Chefs (12) 24 59(56) 17(32)
Caterers 4 (4) 46(56) 50(40)
Control Groups
Chefs 8 16 58 18
Caterers 5 68 27
Participating Groups
20 Chef's 6(6) 25(29) 69(47) (l8)
Caterers 4(8) 32(28) 60(56) 4(8)
Control Groups
Chefs 18 45 2? 10
Caterers 5 26 58 11
Participating Groups
21 Chefs 56(18) 44(82)
Caterers 12 40(28) 48(72)
Control Groups
Chefs 8 58 34
Caterers 3 5 45 47
Strongly Agree Disagree Strongly
Agree Disagree
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Strongly
Agree
Participating Groups
22 Ghefs 17(62)
Caterers (4)
Control Groups 
Chefs 25
Caterers 8
Participating Groups
23 Chefs 
Caterers 
Control Groups 
Chefs 
Caterers
Participating Groups
24 Chefs 25(6)
Caterers 36(32)
Control Groups
Chefs 17
Caterers 26
Participating Groups
25 Chefs
Caterers (4)
Control Groups 
Ghefs 8
Caterers
61(13) 17(19) 5(6)
26(26) 61(70) 13
25 42 8
2? 51 14
53(60) 4o(4o) 7
22(46) 70(42) 4(4)
20 *10 40
44 47 3
69(63) 6(25) (6)
60(60) 4(8)
75 8
63 11
25(29) 69(71) 6
16(16) 75(56) 8(24)
33 42 1?
3 2 ' 59 9
Agree Disagree Strongly
Disagree
4(8)
6
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Participating Groups
26 Chefs 6(12) 44(38) 25(38) 25(12)
Caterers 17(4) 54(68) 25(16) 4(12)
Control Groups
Chefs 8 25 50 17
Caterers 11 32 45 12
Participating Groups
27 Chefs (6) 50(44) 50(50)
Caterers (4) 20(36) 72(44) 8(l6)
Control Groups
Chefs 33 67
Caterers 24 57 19
Participating Groups
28 Chefs 59(29) 41(71)
Caterers 48(48) 52(52)
Control Groups
Chefs 50 50
Caterers 3 3 37 57
Participating Groups
29 Chefs (12) (19) 81(56) 19(13)
Caterers 4(4) 20(28) 64(48) 12(20)
Control Groups
Chefs 25 58 17
Caterers 3 21 66 10
Strongly Agree Disagree Strongly
Agree Disagree
01
Participating Groups
30 Chefs (6) 25(£8) 63(53) 12(23)
Caterers 20(4) 32(4-2) 1)8(54)
Control Groups
Chefs 25 6? 8
Caterers 13 41 41 5
Participating Groups
31 Chefs 7(18) 57(23) 36(59)
Caterers 52(36) 1)8(64)
Control Groups
Chefs 17 33 50
Caterers 3 8 4? 42
Participating Groups
32 Chefs, 7 20(19) 33(25) 40(56)
Caterers 4(4) 56(^3) 40(48)
Control Groups
Chefs 8 8 6? 17
Caterers 5 5 68 22
Participating Groups
33 Chefs (12) 13 60(38) 27(50)
Caterers (4) 67(56) 33(^0)
Control Groups
Chefs 9 9 73 9
Caterers 3 10 41 46
Strongly Agree Disagree Strongly
Agree Disagree
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Strongly
Agree
Agree
34 Chefs 
Caterers 
Control Groups
Chefs 8
Caterers
Participating Groups
35 Chefs 
Caterers 
Control Groups 
Chefs
Caterers 3
Participating Groups
36 Chefs 
Caterers 
Control Groups
Chefs 9
Caterers
Participating Groups
37 Chefs
Caterers 4(4)
Control Groups .
Chefs 8
Caterers 8
Participating Groups
4(4)
17
11
(6)
4
9
5
(7)
9
9
11
Disagree
87(81)
88(84)
50
68
94(56)
60(72)
58
68
80(80)
74(72)
45
68
35(53) 59(41)
52(48) 39(44)
42
18
42
50
Strongly
Disagree
13(19)
8(12)
25
21
6(38)
36(28)
33
24
20(13)
17(28)
37
21
6(6)
5(4)
8
24
13 Five most admired qualities in others:
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Participating Groups 
Chefs Group
Before Training
1 Reliable
2 Honesty
3 Helpful
4 Happy
5 Hardworking/Truthful
Caterers Group
Before Training
1 Honesty
2 Reliable/Truthful
4 Happy
5 Helpful
Control Groups 
Chefs Group
1 Honesty
2 Happy
3 Reliable/Truthful
After Training 
1 Honesty/Reliable 
3 Hardworking/Happy 
5 Helpful/Truthful
After Training
1 Honesty
2 Happy
3 Reliable
4 Hardworking
5 Helpful/Truthful
Caterers Group
1 Honesty
2 Reliable
3 Happy
4 Hardworking
5 Truthful
14 (xl) Non Verbal Signals % Correct
Gesture Participating Groups Control Groups
Chefs(before) Chefs(after)Caterers(b)Caterers(a) Chefs Caterers
94
1 Shake fist 72 90 68 88 42 84
2 Rub palms 39 30 20 48 17 16
3 Clapping 44 . 66 40 52 42 .50
4 Raise hands 67 54 40 60 33 21
5 Yawn 89 84 92 92 67 82
6 Rub hands 61 72 76 76 42 45
? Beckon 50 72 80 68 33 42
8 Extend hand 39 48 64 68 25 32
9 Point 83 84 76 84 58 63
10 Thumb down 6? 78 76 84 42 58
11 Shrug shoulders 56 42 44 52 8 32
12 Pat on back 44 60 40 60 25 3^
13 Outline female 94 100 92 88 75 76
14 Rub stomach 83 96 72 92 50 61
15 Wave hand 94 90 92 96 50 66
16 Shake hands 83 90 72 88 50 68
15 Impressions of self 
Participating Groups 
Chefs Group
Before Training After Training
1 Happy 1 Happy/honest/easy to get on
2 Helpful/Easy to get on with with/easy to talk to/polite
4 Hardworking
5 Honest/polite
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Caterers Group 
Before Training
1 Happy
2 Helpful
3 Honest/polite
5 Shy/Clean and Tidy
Control Groups 
Chefs Group
1 Helpful
2 Happy
3 Honest/Hardworking/ 
Easy to get on with
After Training
1 Happy
2 Honest
3 Clean and Tidy/Easy to talk to 
5 Easy to get on with/polite
Caterers Group
1 Happy
2 Helpful
3 Easy to get on with/easy to talk to 
5 Hardworking/polite
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PROPOSED OUTLINE OF TRAINING COURSE 
INTRODUCTION*
First it is important to stress the need for the lecturer in 
charge of Social Skill Training to be enthusiastic towards the concept 
and trained in some aspect of Social Sciences. If the scheme is 
to be successful a great deal will depend on the trainer in charge®
It is not a subject that can be added on to someone's timetable simply 
to make up hours, or fill in a timetable that is empty. The 
commitment of the trainer must be absolute in order to motivate the 
students and also to overcome resistance which may arise from other 
members of staff.
It is recommended that an hour a week for a full academic yea.r 
is the minimum that could be allocated to the subject. It is essential 
that the subject continues in parallel with the other subjects on the 
curriculum. This provides a reinforcement for the student and also 
allows for feedback to the trainer from the students' experiences 
during practical classes. This feedback is an essential pari of 
the course as it allows the trainer to discuss events with the students 
and to draw attention to aspects of the interactions which may have 
occured* Great care will have to be taken when discussing these 
events with students, that any involvement of other members of staff 
is treated with circumspection. Students are very clever at playing 
off one member of staff against another and this should obviously 
be avoided, as it can introduce a negative element into the programme.
The programme is considered suitable for all first year students 
following craft courses in Hotel and Catering subjects. However it
"*As a result of the research various points arose which need recording 
for the future development of Social Skills Courses.
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would require adaption for Diploma students, given their higher 
educational standards. Although not included in the survey, it is 
felt that receptionist classes could also benefit from participation 
in the programme.
In order to measure changes in students attitudes and behaviour 
it is essential that they are given a questionnaire to complete in 
the first lesson of the course. It is important that this be completed 
as early as possible in the first week of the course in order that 
the students do not internalize attitudes from others in their group 
or from members of staff.
When giving the students the questionnaire to complete„ a brief 
introductory talk can also be given explaining the objectives of the 
programme and what it aims to achieve. It is usual that students at 
this stage of their course will accept the programme as part of their 
course and thus problems of non-acceptance can be reduced. If the 
programme is explained by the trainer with sufficient enthusiasm 
then the students will accept the idea and respond in a much more 
positive manner*.
Commencement of Programme
In the first few weeks it was found essential to capture the 
students’ interest and attention and one of the best methods for this 
was the use of television, Nearly all students will watch television 
at home at some time, therefore it is a medium with which they are
familiar. The purpose of the first lessons must be to familiarize
\
the trainer with the group and the members of the group with each 
other. A short programme of 25 to 30 minutes on a reasonably general, 
topic followed by a discussion will enable the trainer to ascertain
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how the group reacts together, which students are high reactors and 
which are low and will enable him to assess the language ability ox 
the participants,. This fact of language ability will be of value 
later in the course when use can be made of speech mannerisms such 
as 'you know* or ’didn't I'« The subject of the programmes should 
be of interest to the students and be of such a nature as to provoke 
discussion. During the training programme under review the subject 
chosen, was the rmpact of microprocessors on the industry and society, 
in general.
Once the initial diffidence of the students was overcome and they 
were discussing ideas freely, then it ms at this point that the 
differences in linguistic codes between working class and middle class 
were highlighted, A particularly useful framework is to point out 
the differing use of vocabulary, sentence structure, predictability 
and the working class use of sympathetic circularity with phrases 
like 'wouldn't it?' 'you see', 'yuu know what X mean?'. The differences 
between middle class speech with its use of reason and cause and effect 
can be compared with working class language which is much more 
concerned with maintaining power than with imparting of information 
(see Bernstein)•*
It appears true that the student who has a restricted language 
use is less flexible in his responses, as his thinking is more 
dogmatic. He seems incapable of seeing more than one alternative 
and would seem to use all his ability simply to make a fairly simple 
statement.
Argyle found that certain aspects of vocalization are found 
to express emotions and these are speed, loudness, pitch, speech
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disturbances and voice quality e.g. breathing, resonance,, If the 
students attention is brought to these points then he can begin to 
monitor his own and others performance both in class discussions 
and social interactions in general.
"Language is a great form of socialization, probably the greatest 
that exists8 By this is meant not merely the obvious fact that 
significant social intercourse is hardly possible without language, 
but that the mere fact of a common speech serves as a peculiarly potent 
symbol of social solidarity of those who speak the language ... " ®
3*He who talks like us' is equivalent to saying ’He is one of us* K,
At this stage in the programme the trainer adopted a more controversial 
stance in order to generate more lively discussions. In the training 
programme under review the writer put forward the idea that chefs 
were merely superior porters. The chefs group reacted strongly to 
tills and a very heated discussion took place which aroused emotions 
and,involved all members of the group, even those who up to that 
point, had been very low participators.
Once discussions are freely accepted then the trainer can point 
out various behaviours of the students whilst the discussion is 
progressing. He can point out these who try to monopolize the 
discussion, those who constantly repeat themselves and so on. Provided 
this is carried out in a constructive manner then the students soon 
realize that they and others have different behavioural patterns and 
they begin to amend those patterns if they feel that they are not 
appropriate to the interaction in progress. The ability to develop 
more accurate insights into their own behaviour is a vital element 
of the programme and the trainer must be aware of it and reinforce 
it where necessary.
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Non-Verbal Communication
By this point in the programme the students were ready to accept 
the concepts of non-verbal communication or body language. It was 
time for the trainer to explain the principles and concepts of NYC 
and to point out examples from members of the group. This may be 
members who blush easily or shuffle their feet or hide their face 
in their hands. Examples should be given and explanations put forward 
as to the reasons behind the actions taken. If possible, use should 
now be ma.de of CCTV to enable the students to see themselves on 
television and to enabD.e them to assess their own and others' body 
language. If possible it is useful to video a service in the 
restaurant so that the students can observe themselves and their 
customers in a real life situation. Great care should be taken to 
enable the students to interpret the signals being given out by the 
customers and how they, the students should react to those signals.
This reaction of students to the signals of customers is one of the 
most difficult problems to overcome. A majority of students were 
found to lack the necessary repertoire of responses and the trainer 
was careful to explore all avenues of response in order that the student 
perceived that a flexibility of response was possible. If the 
trainer can induce this flexibility of response then a major breakthrough 
may have been achieved.
In order to introduce the elements of non-verbal communication 
to the students, it was valuable to break the topic down into sub-units.
Facial Expressions: The face is probably the most important area
for non-verbal signalling and can be used to show personality 
characteristics, emotions (happiness, surprise, fear, sadness, anger,
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Attention can also be drawn to the mouth, eyebrows, skin, pupil 
dilation, rapid eye or head movement or eyes and head held rigid, 
lip biting, lip licking, mouth tremor and so on. The objective of 
the exercise being to get the student to observe and interpret signals.
Gestures* This can include hand shape, tremor or fumbling of hands, 
hand clenching, hand/face contact, finger drumming, fiddling with 
clothes. Emphasis was made at this point that with gestures, the 
important point is what signals are being received by others from us, 
not what we think we are sending out. It was also useful at this 
point to mention the claims that some nationalities gesticulate 
more than others, or that lower classes may gesticulate more than 
upper classes and that within the student - and their customer 
groups - there are likely to be wild gesticulators and non- 
gesticulators.
Gaze
When there is mutual gaze between two or more people then they
know that the channel for communication is open, avoidance of gaze
seems to accompany negative emotions such as shame or embarrassment.
4Argyle has classified people into the following categories*
disgust, contempt, interest) and interaction signals.
Low Gaze High Gaze
Gold
Pessimistic
Cautious
Defensive
Immature
Evasive
Submissive
Indifferent
Sensitive
Natural
Mature
Sincere
Friendly
Self-confident
Spatial Behaviour
5Nicholson has drawn up a diagram to illustrate the importance
of spatial behaviour or body spaoe to an individual.
Formal
Business
Arm's 
Length
Some
Intimacy
Intimate
Zone
You 18"
Personal
Zone
12*
Social
Zone
Public
Zone
Attention can be drawn to the problems of different cultures having 
differing preferences for body space** It is also of value to draw 
attention to behaviour in public places like libraries or restaurants 
where it is considered unacceptable to sit next to someone if there 
are empty seats elsewhere. It was also interesting to observe and 
comment on the students seating preferences in class. Did they always 
sit in the same place, next to the same person etc?.
Also in this section attention was drawn to the question of body 
contact, how often do we touch others and where, where and when is it 
socially acceptable or strictly forbidden. Attention was drawn to
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"behavioui* in places such as lifts where people try and make themselves 
as small as possible to avoid touching or looking at others.
In this area attention was drawn to aspects of body posture 
whether it was tense or relaxed, whether there are jerky body movements 
or uncomfortable or unusual postures. Of course the clothes worn can 
portray a great deal about the person wearing them and it is a good 
exercise for the students to observe strangers and to try and draw
6conclusions about them by their clothes, posture etc. As Polhemus 
wrote, ''The body has an iconography of signs and symbols. The clothes 
we put on and how we wear them, the ornaments we hang on ourselves, 
the expressions we put on our faces, the gestures we use, even the way 
we walk - all these are symbols to the rest of the world (or at least
to the rest of our own society) * They project our body image" -
The attention of the students was also drawn as to why we use 
non-verbal signals.
1. Lack of verbal coding in some areas.
2. Non-verbal signals are more powerful,
3. Non-verbal signals a,re less well controlled and therefore more
likely to be genuine.
4. It would be disturbing to focus attention on some signals or to 
make them too explicit.
5. It is very useful to be able to use a second channel in addition
9to language •
Group Training SessionsTIC7—M*wt—  tnmm i aw—  lan w U .u^r.'itfm w tim im  t u n t m
Once the trainer reached this point which was approximately half 
way through the year* then he was ready to progress to the second stage
of the programme,, This stage involved the use of the whole group in 
training sessions of a reasonably unstructured nature.
It should be emphasized that these sessions were not T groups or 
encounter groups as such but were an attempt to use group interaction 
to improve social sensitivity.
The group was encouraged to discuss items relating to themselves 
or others, both as individuals and as part of the group, These 
discussions involved criticism of each other as workers or individuals 
and were as frank as possible. The trainer was ready to intervene 
when necessary if the situation warranted it. Students at this age 
may not have the emotional stability to undergo a sustained period of 
criticism and it ms necessary for the trainer to steer the discussion 
away from a student who ms beginning to show signs of emotional 
upset. Again the trainer must be aware of the signals being given 
out by members of the group and adapt his behaviour as required,
I
At the end of each session it is important that the trainer gives 
a review of what has taken place. This then gives the students the 
opportunity to assess their own interpretations of the situation 
against those of the trainer. This mutual interpretation can be most 
beneficial to trainer and to students as it allows them to assess 
their differing perceptions of the interaction. It is vital that 
feedback is given immediately as this will increase the speed of 
learning. Feedback should also accurately describe what actually 
happened, not what the trainer thought happened or what should have 
happened. It should also be non-critical and relevant to effective 
performance. Successful change in behaviour is going to be a gradual 
process coming about in a series of small steps. If the trainer has 
expectations of making major changes in a short time these are likely 
to be unfulfilled.
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Campbell and Dunnette report the following as advantages that 
may be gained from group sessions.
1. Increased self-insight or self-awareness concerning one's own 
behaviour and its meaning in a social context.
2. Increased sensitivity to the behaviour of others.
3. Increased awareness and understanding of the types of processes 
that facilitate or inhibit group functioning and the interaction 
between different groups. Specifically why do some members participate 
actively while others retire to the background.
4. Heightened diagnostic skill in social interpersonal and intergroup 
situations.
5. Increased action skill.
6. Learning how to learn.
If the trainer can use the group training processes to achieve 
some of the above then a: major step will have been taken.
Conclusion
One of the major problems which the trainer will face when 
dealing with this level of student is that they will, in general, 
have made shorter and less elaborate plans than more able students.
This belief that they have little control over their environment 
will lead to a rather negative assessment of themselves and a failure 
to consider alternative courses of action. If the student mistakes 
cues being given out by others he can produce an inappropriate response 
which can lead to a feeling of embarrassment, inappropriate actions 
and a more negative feedback. ‘
9Patterson summed up the question of social skill training by 
saying "Perhaps theory is not necessaryJ What we may need is direct 
training or education of everyone in the conditions of good human 
relations
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UNIVERSITY OF SURREY
•Department of Hotels Catering and Tourism Management
SOCIAL SKILL SURVEY 
Section A
Please answer all questions 
Important Note
Your name will not be included on the paper and there is no way 
that your paper can be identified.
1 Please tick the box which is correct:
SEX: Male ( ) Female ( ) Age: 16 - 18 ( )
1 9 - 2 1  ( )
22 - 25 ( )
over 25 ( )'
2 How many 0 levels at Grade A B or C do you have:
4
3
2
1
0
5 or more c )  
c )
c ) 
c ) 
c ) 
(  )
Give the subjects:
3 How many CSE Grade 1 2 or 3 do you have:
5 or more
4
3
2
1
0
Gi'Ve the subjects:
4 How many brothers and sisters do you have:
Older than you 4 or more )3
2
1
0
}
)
)
)
1 0 5
Younger than you 4 or more
3
2
1
0
5 What job does your father do: 
What job does your mother do:
6 Where do you live: with parents ( )
in lodgings ( )
in a flat ( )
other ( )
7 If you live with your parents do they:
own their own house ( )
rent a house ( )
own their own flat ( )
rent a flat ( /)
other   ( )
8 Which of the•following attracted you into a catering career. 
Choose up to five, putting a 1 for first choice, 2 for second 
choice (and so on.
Glamorous career ( )
High wages ( )
Steady job ( )
Regular hours ( }
Meeting people ( )
Pressure from parents ( )
Relatives or friends in catering ( )
Careers advice ( )
Prospect of travel ( )
Living away from home ( )
Tips ( )
Nothing else to do ( )
Level of qualifications needed ( )
Chance to serve the public ( )
Other    ( )
9 Which area of catering appeals most to you. Put 1 for first
choice, 2 for second choice dn each column. Do not choose more
than two from each section.
Cook/chef ( ) Industrial ( )Waiter r ) School meals ( )
Receptionist ( ) Forces ( )Management ( ) Hotels ( )
Other .......... .. ( ) Restaurants ( )
10 Which of the following activities do 
needed
1) Football £ - ) ii)2 ) Rugby ( ) 12)
3) Swimming ( ) 13)
4) Badminton C ) 14)
5) Hockey ( ) 15)
6) Watching TV ( ) 16)
7) Discos ( ) 17)
8) Talking to people 
Drinking in pubs
C ) 18)
9) ( ) 19)
10) Studying ( ) 20)
Section B
In this section there are no right
11 Number the following jobs in order 
The most important is number 1, tb
you enjoy, tick as many as
Cricket (
Tennis (
Squash (
Surfing (
Athletics (
Reading (
Listening to music ( 
Eating out (
Smoking (
Other (
Please specify
or wrong answers only your opinion
of importance to the community, 
least important is number 12.
Occupation Number
Train driver ( )
Doctor , ( )
Vicar ( )
Chef ( )
Politician ( )
Labourer ( )
Company Director ( )
Waiter ( )
Teacher ( )
Secretary ( )
Baker ( )
Professor ( )
12 Read the following statements and tick whether or not you agree or
disagree
Strongly * Strongly& 7 Agree Disagree • agree ® 6 disagree
1 Good looks are the most 
important points when choos­
ing a boy/girl friend
2 Adverts always tell the truth
3 Money is all that matters 
when looking for a job
4 It is important to smile 
when talking to people
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- 4 -
5 Eating in  a restaurant 
makes you feel uncomfort­
able
6 It is sometimes of value 
to tell lies
7 Studying is a waste of time
8 Women are better at most 
things than men
9 You must be rich to stay 
in an hotel
10 People in uniforms look silly
11 Newspapers always tell the 
truth
12 The way you dress is im- 
por tant
13 School was a waste of time
14 The tone of your voice is 
important when talking
15 Left handed people are 
always clumsy
16 The customer is always right
17 Women should always do the 
housework
18 People who talk in a posh 
way are always better
19 Shouting at a child is the 
best- way to make it behave
20 You should always tip in 
a restaurant
21 Coloured people are in­
ferior to whites
22 'Chefs are more import­
ant than waiters
23 When eating out it is best 
to sit with your back to the 
wall
24 Violence is wrong except in 
self defence
Strongly A Disagree Stronglyagree ^ 5 disagree
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Stagrfey Agree Disagree disagree
25 People will always try to 
cheat you
26 Schools should be able to 
cane their pupils
27 Waiters are like servants
28 Saving money is a waste of 
time
29 Fat people are always happy
30 Men should always stand up 
when a woman enters
31 Smoking does NOT damage 
your health
32 Everybody should belong to 
Trade Union
33 Men are cleverer than women
34 People who look you in the 
eye never tell lies
35 Television programmes show 
life 'as it really is
36 You should never shake hands 
with a woman
37 It is difficult to talk to 
people you do not know
13 Which of the following qualities do you most admire in others*
Tick the FIVE most important.
-  5 -
Honesty
Wealthy^
Well dressed 
Doing a good job 
Reliable - 
Skillful worker^
Hard working 
Good looking 
Happy" 
Helpful* 
Truthful • 
Other
14 In this section you will find a list of gestures and a list of 
meanings. Put opposite the gesture the letter of the meaning
you think is correct. For example^ - Head nod = agreement •
Gesture Letter Meaning
1 Shake fist ( ) a) Disinterest
2 Rub palms ( ) b) Encouragement
3 Clapping ( ) c) Hungry
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Gesture Letter ,M<-anings
4 Raise hands ( ) d Goodbye .
5 Y awn ( ) e' attractive female
6 Rub hands ( ) f' greetings
7 Beckon ( ) g anticipation
8 Extend hand ( ) h anger
9 Point ( ) approval
10 Thumb down '( ) j boredom
11 Shrug shoulders ( ) k attention
12 Pat on back ( ) 1 come
13 Outline female body ( ) m" cold
14 Rub stomach ( ) n give direction
15 Wave hand -C )' 0 invite to dance
16 Shake hands ( ) P disapproval
How do you see yourself: tick as many as needed
1 Happy , ( ) 11 Hardworking ( )2 Honest ( ) 12 No sense of humour ( )
3 Quick tempered . ( ) 13 Easy to get on with ( )
4 Shy ( ) 14 A leader ( )
5 Talkative ( ) 15 Tolerant ( )
6 Lazy ( ) 16 Me an ( )
7 Kind ( ) 17 Easy to talk to ( )
8 Helpful ( ) is Cruel ( )
9 Unreliable ( ) 19 Polite ( )
10 Clean and tidy ( ) ‘ 20 Boring ( )
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